V 



DOCDHEIT BESbHE 



/ED 125 667 

AUTHQB 
TITLE" 



POB DATE 
NOTE -. 

EDBS PBICE 
DESCSIFTOBS 



IB 003 783 



IDEHTIFIEBS ' 



Beed, Jeffrey G. 

The Identification of Belevant Diaensions for the t 
Environmental Assessment of a College Library ^sing 
the Critical Incident Technique. , t 
Jan 76 

1 25p. ; Haster's thesis, Towson State College 

HF-$0.83 BC>$6.01 Plus Postage. 
♦College Libraries; *Critical Incidents Method; 
Higher Education; .Library Collections; Library 
.Facilities; *Library Research; Library -Services; ^ 
Library Surveys; Personnel; Physical Environment; 
♦ Stud-ent Reaction \ < 

Maryland; Towson State College 



ABSTRACT . ^ . p r 

* , t Th« critical incident technique was used to identify 
several envircnaental dimensions relevant* to the* assessment pf a 
college library, in this c&se the Cook Library of Tdwson^ State ^ 
College, Haryland. Students were asked to fill out forms* describing 
positive and negative encounters with the' library and library staff 
and to complete a , general information form. A detailed schedule* was 
developed to* t^buiate .positive *and negative factors in four major 
areas: staff , materials, services, and physical environment.* Results 
indicated that students were more concerned about the actions and 
attitudes of the staff and the^availability 'of materials jthaft about 
the library 1 s physical environment, specific services, orfganizatdori, 
or. the guality of the collection. (Author/LS) f 



* Documents "acquired by ERIC include many informal unpublished 

* materials not available from qther sources. ERIC tfalres every efffort 

* to .obtain the 4 best copy available. Nevertheless, items of marginal 

* reproducibility axe of,ten encountered and. this affects the quality 
*, of tithe microfiche and hardcopy •reproductions ERIC makes available 
*' via\ the ERIC Document Reproduction Service \(EDR'S) • fcDRS is flot 

* responsible for the quality of the original document. ^Reproductions 

* supplied by EDRS are the. best that can be made frcm tie original. 



THE IDENTIFICATION OF .RELEVANT DIMENSIONS ■ 
FOR THE ENVIRONMENTAL ASSESSMENT OF A COLLEGE LIBRARY, 
USING THE CRITICAL INCIDENT 'TECHNIQUE 



.by ; 
Jeffrey |g.; Reed 



' / . ; A Thesis 

• ' Presented to the* Faculty of * 

* m 1 
Towson State^ollege ^ 

In Partial Fulfillmeht . 

of 'the Requirements for the Degree 

4 Master o£ Arts, 1a Psychology 



US DEPARTMENT OFHeXlTH, 
EDUCATION ^WELFARE 
NATIONAL INSTITUTE j)F 
EDUCATION <K 



OUCE6 EXACTLY AS RECEIVED FROM 
iVfafiTO 0 ? ORCAN «AT,ON OR»*£ 
?TATPn T r^° ,NT5 ° F V,EW °« OPINIONS: 
«MTnc c °5 N ° T NE CESSARILY RE PRE * 
Sjf NATIONAL INSTITUTE OV 

EDUCATION POSITION OR POLICY 



Approved by 



Wnfred : B, H&thawayj Ph,D. 
Donald C'agsatt, Ph.'D»- 
Stuart MUler, Ph.D. - . 
JoanRabln, Ph.fr> ; 



Jahuafy, 1076 



"Dean\of Graduate Studies 
Theslk 'Committee Cha'irmafi 
Thesis "Committee Member • • 
Thes1s\Cbnjn1ttee. Member ,. 



v 



/ 



\ 



ACKNOWLEDGEMENTS ; ' .) 

One's thesis invariably becomes not only a major hurdle in * 
the protracted struggle for educational enlightenment, but more 
assuredly soy a vetiture involving far more time, energy, and 
perspiration -than originally anticipated. Along the way,, doubts, 
Questions, and problems arise*, necessitating the advice and 
suggestions of individuals riot quite so / intimately involved in the 

project as the student author*, whose child -it has become. c And so, 

• * * * 

the fledgling ^researcher" reaches out, arid receives the support 

■ r - * • * * : ' 

without whfch completion of the project might .be not only more 

/* 

difficult, but possibly an insurmountable obstacle. As such> ^ * 
there- a,re a number of persons who must Be thanked for their 
assistance in this endeavour. * . 

J I must begin by thknking my. committee for their patienc'e, 
advice, comments, and above atl, the admonition "remember, this , 

i's 'a master's thesis, not a book, or a^fiveye^r study, so cut it ( 

J \ - ' * - f ■ 

down in sizejand scope. 11 For, without 'thtfse words fcf advice, I'd 

probably still be collecting data.,. To Dr. Miller* I^bwe a special 

'J " ' . - : ' 

thanks for introduction to the ^rea of environmental psychology, 

m through his Seminar fn Environmental Design in Psychology, and for 
his 'encouragement in this ,ar/a» of jresearqh. Dr; Rabin's comments 
On the design of. the stddy, and. her continual insistence thafit be 

♦cpmpacted and limited,, are even more appreciated now than when spoken 



And, t;o Dr. Cassatt, my research advisor, I owe, a spedial 
gratitude, for his pktience, for his suggestion of the Critic 
Incident Technique,. for all .of his proceedural suggestions, an 



above all, for his confidence in my^bilities in this project* 

,Tfcere are many others who deserve mention for fheir assist^ 
The jjjtaff of the Albert S. Cook Library, and in particular Ms. 
Hofstetter, were most generous ifi their assistance with this, proj 
To the Towson students who tbok the time and effort to complete th 
questionnaire, I owop a. "thank 1 yoy", for without their assistance, 
h&ve no data" to report. And the 3ssistai>c$ of th^Office of Reside 

Life, the. Duplicating Service* and the Post Office was most helpful, 

■ , ; . <• ^ • * 

** Mr. Paul Boytinck, "Mr. Ron Johnson, Dr. Erne6t Keen, and 'Ms. , ■ 
- — ' % 

* * * * « «! 

Kathleen Naritifti, deserve a specia^L note ^of thanks fot the^t assistknce 

\ / ' ( - \^ . 

as ratefs.' ' " \ 

v • - \ ■ . . 

"And,, last, but not least, tjie following individuals *ea£li contributed 

m ■ * : ' ^ y ■ *< V ■ ■ . 

• irksome, measure a bit of assistance to this project, for which I owe 

*" " * # ' v 

theta thanks*; Ms. Ariadne Couliadbs, Ms. Linda Frederick, Ms. )froz * , 

Goloskow, and Dr. Philip Young. / • ■ ' • 

♦in the ttnoX analysis, however, as in all attempts fet research % and 

i ' T ' * 

^ writing, final responsibility foV .this manuscript rests with the author, 

and sb I 'accept both .the strengths atid the weaknesses which lie herein. 

s .. 

Jeffrey fe. Reed . 



# , ' Kansas State University 

-' • . • ' 1 * • i5 November;' 1975 



j . 



c4 t i 

TABLE? OF CONTENTS 



Title "Page ' * 

* r . . 

.Biographical Outline * 

Acknowledgements • i r yf 

Table of Contents . I . . : 

• ■ 
List of Tables • • ■ 

CHAPTER 1 . INTRODUCTION • 

Library Behavioral Research " .\ ........ . • • 

• i 

The Critical Incident- Technique; -Background 

M *• y 

Critical Incident Methodology 

Operational Definitions J * » . . 

Purpose « 

Hypothesis . .* 

"CHAPTER 2. METHOD *4 1 

Instruments * * . \ • • * 

'"Pilot Study ' ...... ; (..v............ 

♦ ' ' « 

• c 

Subjects s 

• •» * , 

Procedures for the Survey 

Data Manipulation ,and fc Classification ^ * 
Data- Analysis, , 

Validity •Testing » .,«•••' v . 

CHAPTER bV RESULTS „• i%\ 

Questionnaire "Responses '••••,•«•••< 



/ 



V * 



REED, J«p. 



f 

*4 



' Demographic Characteristics'^ the Respondents 

»" • * ' 

. * r 

/ Classification of Critical Factors (CF f s) 

Distribution of CF's by Demographic Characteristics 
f 7 - , • 

of Respondents • ... . . 

'Demographic Characteristics: Residency Status p , 

DemograplriLc Characteristics: Class in College 

Demographic Characteristics: Towson State College 1 



Entry Status . 

r r 

Demographic Characteristics: Age of < Respondents 
Demographic Characteristics: Frequency of ..Library Use 
Demographic Characteristics: Academic Area of Respondents 

t ■ ' . 4 * 

Validity Testing of the Classification of CF f s K 



CHAPTER 4*. DISCUSSION OF RESULTS , ......... ^ 

The Classification Arrangement: Responses .by 

Dimensions; Comments 

* 

, Validity Test of >the GF Classification ...... 

m : ^ - t* 

General Comments 



rT 

REFERENCES . ~\ 

i » • 

APPENDICIES ..; .... 

f A. . Survey of library Use, Distributed Ky*tt\e"«A. S. . 
Cook Library* Spring*, 1974 

B. Survey Instrument . .* • . . • « 

C. 1 Pilot Study Forms .' * 

* ' '« 
* ' D. Return Envelopes for Survey ,. .J. ... 

' ' . \ i S ' 

E. , Information for Raters ........ 



vii 



, * " . * * " REED, J.G 



\ LIST OF TABLES / 

I 

Taple ■ ♦ . * 

1 Library Environmental DimensicS 

2 Gender of % the Respondents 

3 Class in College of the Respondents . . ♦ . « 

4 Towson State Erit^y Status of the Respondents 

5 Age of th^^espondents ^ . . . . t ■ 





6 Academic °* the ^Respondents 0 . . . I 

7 ' Frequency of Use tffc the. College Library by Respondents 
J$> General Classification of Critical Factor ,Reprots 

vith frequency of response for each Category 

9 Frequency Distribution^ CP's (Classification x type) 

10 ' Proportional Distribution o^.CF's {Percent x Type). 

11 Prdportioial Distribution of CF's (Percent by Are^ 



> v *nd Dimension) 



• V" • 

n of CF's.by-Sex, Area, 



12 Frequency Distribution of CF's/by-Sex, Area, and Type 

13 Proportional Distribution of CF's by <Sex and .Area 

14 proportional Distribution-^ CF's by Ses, Type and 

dimension • * ■• 



■ » 



'15 Frequency, Distribution of 'CF'$ by Residency Status, 



V 



Area and Type . % *< 



16 Proportional $isjtrit>ution of CF's by Residency - 

17 Proportional Distribution of CF's by ^sidency an<| Type 

M . > r 

18 Frequency Distribution of CF^s by Cl*ss in College 



of Respondents 



viii 



KEED, J*G, 



Table f • 

19 Proportional Distritation of CF f s by Dimension for 

Class in College \ 

,\ '* ■ * 

20. Proportional Distribution of CF f s by Class in College ' 

** for Dimensions • 

21 Distribution of p's by Status at Entranpe ■ * k 

22 Proportional Di^tribut|o\a of CF's.by Dimension for 

Entry Status of Respondents \... % 



23 Distribution Qf CF f s by Age Group of the Respondents 

J* 



arid Type 

24 Distribution of CF f s by IJiteWency of use of the^ ' 




/library; *by respondents' Wnd Type 



ft 



Distribution of CF f s by Typf\and Academic Area of th< 

Respoftdents / , ..••'/* 

'26 Classification of & Random, Sajnpl^ of CF f s by the 

i 

Disagreements 






Page 
59 



60 
61 



V 



62 



64 



65 



66 \ 



68 



< If 

i - , 



REED | J.G. 



) • 'Chapter 1 . 

Js INTRODUCTION • * , 

■ • • • « I • • 

^psychological study of human environments ,has increasingly T 

v * - i 

beexl- considered an appropriate and, necessary endeavour* Henry Murray 

\ ' ' > . ' ~ 

(1938) was\pne of the earliesttpsychologists to recognize the impact 

• \ ' 1 .'• 

of envirbnpiertts on human beliavior. Identifying the. incept of press — 



\ "i.e. the kind of effect an ojbject or situation is exerting or could 

exert upon a*subject through a temporal gest.alt of stimuli which usually - 

* i 

appear in the guise of a threat of harm or promise* of benefit to the 
* organism— which operates in conjunction with human nee4s— I.e. constructs . 
which stand for forces in the brain region which organize perception* 
^ apperception," intellection and action in such a way as tp transform in 

a certain direction an existing, unsatisfying situation--he isolated ■ 

• * '< • ' . > * < 
twenty dimensions of environmental press. , .» 

* 

As individuals have, different personalities and different needs, 

so environments have particular "personalities 11 (Insel anHjfoos*, 1974) 

. * which "affect the behavior of human individuals inhabiting those ehvi- 

s \ « 

tonaents, through the press which ttiel environment exerts upon the indi- 

• vidual. A number of approabhes have been taken in the study of .-particular 

environments, due to differing theoretical structures and philosophical 

* • 4 * * ' ? 
orientations of their investigators^* Moos (1974b) bas identified six 

types of systems utilized lit the assessment of human environments. » 

They are: (a) the Ecological Dimensions app^ach, Stressing ei.ther geo- , 

* L • . ' * v> , V ' ■ 

graphical .and meteorological variables, or architectural and, physical 

design variables as noted in CrAik's (1970). review of research, 2md the 

* ; > j * ' V ' 1 

'extensive work of Sommer (1966, f968, 1969); j(b) the Behavior Settings 



. '»■ - •• J ° • • f v 9 
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approach, emphasizing the study of molar behavior in the ecological J&bn- 

' ' ' , ■ \ * 

text in which it occurs, typified by work of ' Barker (1968) at the Mid- 
western Psychological Field Station;^ (c) the Dimensions of Organiza- ♦ 

tional Structure approach, concerned with objective* organizational/ 

> 

management types of dimensions, as keen in Asti^s (1962) work; (d) the ( 

Personal and Behavioral Characteristics of the .Milieu ^habitants ap- 

*. ■" . * 

proach which led to the development of the Environmental Assessment *^ 

Technique (As tin and Holland, 1961),, and the Inventory of College Activir 

tie? (As tin, 1968).; (e) the Psychosocial Characteristics and Orga:niz.a- 



o 

tiorial Climate approach, which relies on the perceived behavioral and 
structural observations of the milieu inhabitants, used in educational 
and industrial assessment by Stera 6.970), by'Tiace (1969), in the develop- 
ment of the College and 'University Environment Scale, the Institutional 

i • 

Functioning Inventory (Peterson, et aK , 1970),. and the Social Climate 

Scales (Moos, 1974a); and (f) the Functional or Reinforcement Analysis 

of Environments, an outgrowth of social learning theory, used^ by Bandura 

► 

(19.69) and Schoggen (1963) . . • 

This researcher has been particularly interested in the approach 
taken by C. Robert Pace and associates in the development and reviaibn 

« - \ 

' * " ' > * ' **'. 

o£ the College and .University Ehvironment Scale (Pace, Jl^69) \ and thA 
work of Rudolf H. Moos and his associates at the Social Ecology Labfcra- 

• ' \ ' - . ,* 

tory at Stanford University. Moos (1974a) reports the development of a* 
series of nine different scales which utilize a uniform approach tro d&sess 

' ' " - \ ' 

the following environments: (a) psychiatric wards; (b) community-oriejnted 

\ 

* » *, * 

psychiatric treatment programs; (c) correctional institutions; (d) mili^ 

tary basic training companies; (e) university student residents ; y / 

(£) secondary school classrooms; (g) group environments; (ji) # wot^c* 

■ .10 
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environments; and (i) family environments.. 

Library Behavioral Research 4 

Although a numbefc of studies have been made invplving the whole or 
parts of college and university environments, absent, from those studies 
are systematic evaluations &f college libraries. An extensive search 
of literature available through Library Literature » the Educational . 
Resources Information Center's Resources\|[n Education » and Current Index 
to Journals in Education » and the Psychological Abstracts revealed .only 
a few related publications of several types, -There have been -several 
behavioral and quasi-behavioral studies of the use of library card ' \ 

• • . . • -s ' ' - ; r * 

catalogs /Perrine* 1967; Tagliacozzo and Kochen, 1970; Lipets, 1972; 

and Seymour and Schof ield", f973)„. A description .of- types of problems 
/ ' • * 

encountered by library users, and communication gaps* between users and 
librarians are identified by ^atj&urson (1973) and Swope and Katzer (1972). 
Ladendorf (1972) has .investigated the non-use of [libraries by potential 
users, Hahy H6rSrl%s are thd! subject of "user surveys" such as the one 



conducted at Towsoh State College's Cook Library in the Spring Of 1974, 
a copy, of the questionnaire form from which is attached as .Appendix A, 

♦ ' • * * * 

and Allen's (1971) study ^of. use of community college libraries. In an,. 

attempt to extend this area of research, tjiis author engaged in a.cftudy 

* - * 

fof infqrmation-seekin'g behavior of college students (Refed r ' 1974). I 

Relevant environmental research concerning libraries % however % con- 

sists of four studiesi primarily within the "personal space^" framework! 

and dealing "almost exclusively with the "study space" aspects *pf a col-? 

' *• • \ * * 

lege library (Committee iqr New jCollege, I960; iJommer, ]^966 t 1968; and 

^ 4 • • / ■ ■ • % * I , 

Fishman and Walitt t < 1,972). 



It was^^ermin^d that an environmeWbl assessment approach to th^ 

study oeot 'college library was an appropriate research area tp Ke pursued 

M' ; ^ \ 9 . \ 

since^One has yet been accomplished. This author proposed to follow the 

foxp^t and development of the 'University, Residence Environment 'Sc^le 

~Jf ' ' ' ' - \ 1 • 

$3erst and Moos, 1972; Moo$ and Gerst, ^974)\ whi^hTwould also make it 

, compatible with the other Social Climate Scales (Moos, 19?4a) and ttie * 

College and University Environment Scale (Pace, 1969). 

'•'Ml ■ 

The firdft step in the' construction of siihn a. scale involves 'the 
generation' of a hypothetical framework of environmental dimensions to be 



assessed. Relying heavily on the author's pre 



ious professional* and* non- 



professional experiej^^ as a librarian and tr^if^ipg in library science, 
on previousky cited, research, and on materials' on\libyary programs «nd 



library plar 



^American Library Association, Library Administration 



Division, 19l55;/Metcalf , i96s\ Library Buil'ding >Instit>r£e, 1965, ^967;° 
Ellsworth, 19/58^ 1973Xa list of library characteristic dimensions was 
* identified/' After consultation with Ms .-EiWanore Jffitfs tetter, Associate 
Director/of the .Coo£ Library, the lirft was revised \ and re-defifted to , 



consist of the areas represefctw^in Table 1. It should bj 
examining Table* 1, that while the procedure involved^, in this research 
pould follow procedural guidelines similar to tho^jef o£ Moos (1974a), the 



philosophical. 



tion of the li 



structure governing the inductively achieved' categorizar 

j . • I m \ / . r . 

arary ei^Vitonme^t dimensions is different,' involving as- 



pfects bf several environment aJL ^pprd^ches.- ^he^ approach used Combines 



certain, aspects 
psychology: 1 (a 



of the following systematic treatments of environmental 

- ' - " I r 

the Ecological Dimensions approach, ^ncent rating 

heavily on architectural /and physical design characteristics; (t>) the * 

Behavior Settings approach 



h, examining a variety of specific Settings 
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3. 



Table J. 

I, 

Library Environment Dimensions 



* 1* . Th$ Physical Environment, consisting of the following areas 

* a. Architectural variables and physical design variables; 

b. Equipment and furnishings; 

c. Climate, ' e.g. heating, fenestration, lighting etc.; 



d. Comfort an# attraptlveneas. ^ 
Interpersonal $el4t ionship s / including : 
a. Staff encounters; 



b. dther user encounters. - '* 
Information Supply, consisting of: 



a. Information ^variability; 
b» . Information* arrangement and organization; 
c. Information quality; » 
d/ Arousal level of information environment* 

4. -Services of the* library, including: 

1 a/ personnel services; * * 

•* ^ • * • 

* b ? Spatial or mechanical si&rvices, e.g. .copjfcng; 
s c» Othet services. 

5. System flexibility, consisting of: • 

• a. .System change to meet changing student' needs; 

( * . . • : . ;• 

b. Responsiveness to student suggestions; 

* *», 

C- Inertia in the system. 



." 0: 



t 



is 



er|c% 



■0 . ■ 



within, a larger institution and the behavior which occurs- in those 
settings; (c) the Personal and Behavioral Characteristics of the Milifeu 
Inhabitants approach, in terms of activities engaged. upon in the library 
which resulted in certain perceptions of the institution; and (<f) the 
Psychosocial Characteristics ind Organizational Climate approach, in 
terps of the structure and specific functioning of the institution 
along such dimensions as personnel, and regulations. 

The second step in* this procedure would be to develop a pool of 
test items which wbuld 'be based upon* the environmental 'dimensions 
posited. These items would be compiled into a questionnaire, admin- 
isttred to' subjects,^ the ^lata #puld be analyzed, and the test refined. 

" Two issues, however, have been raised at this point relative to 
both the end product aind'the methodology employed. First,, how is one 
t6 know that the dimensions presented in Table 1 exhausje tlie relevant 
dimensions of the environment to be assessed i and how do we know that 

proper weight is being placed in each area assessed. Second, Baird 

* * * 

(1974)" has been critical of many currently available college and uni- ■ 

versity environment measures ,, largely because many lack practical applir 

. \ / *" ' . • 

cability to reatf situations involving administrative, interpersonal * or 

\ \ • • 

other decisions and needs of groups within- the academic compunity. 

NejLthet of these questions can be 'answered adequately. The lack 
of behavioral research concerning college liberies leaves the question 
of empirical validation of the dimensions a moot question at this point. 

■ . • \ \ • 

. The writings } t>f several consultants on college library design are 
available-- e.g. He.tcalf <1965)/and Ellsworth (1968, 1973). However, 
the approach of these authors tends to stress the architectural nature 

' • * o 

of design problems,, rather than the human dr ecological character 
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ot the institution, and, they are not particularly behavioristiq in 

» 

their approach. Added to. this, Baird f s criticism of -existing scales 
would seem to suggest that he' is questioning the very cons tract ' vialitf- 
it;y of .these environmental measures in terms of whether they are really 

assessing a total environment. 

' * * * • , • 

^The Critical Incident Technique : Background 

Therefore, an alternative approach to the problem has been taken. 
The Critical Incident Technique (CIT) developed by John C. Flanagan and 

.his associates, at the American Institute for Research and the University 

* * * ' 

of 'Pittsburgh will bemused to identify dimensions of . the environment 

(Fitts and Jones, 1947a, 1947b; Flanagan, 1947, 1949a, 1949^, 1949o* 

1949d, 1953, 1954a, l$54b,* l$Uc; Preston, 1948; Finkle, 1949; Gordon, 

JL949; Wagner > 1949; and American Institute for Research, 1951a, 1951b). 

The technique was initially standardized and employed for use in person- 

nel selection and evaluation as part of the U.S. Army Air Force f s 

Aviation Psychology Program (Flanagan, 1947; Miller, 1$47; Preston, 1948) 

In personnel work, d&ta fs collected from a la^rge number of observers 

concerning the experiences of the observers with, an individual in the 

target occupation where reports are made of persons in the target group 

exhibiting either very, good or very poor examples of behavior in certain 

specific situations. These Critical Incidents of good or poor behavior 

are later* refined, and categorized to pfoduce the relevant critical dimen- 

sions of a particular occupation or job, and .may be expanded to employee 

jfcvaluatibn. Flanagan (1954) in a review of early use and development 

of the Critical Incident Methodology notes the following uses of the 

technique in personnel evaluation: U.S. Air Force military combat 



e redesign of cockpit 



pilots; U.S. Army combat. le.adets;- civilian airline pilots; ^research 
personnel* in the physical sciences; air traffic controlled'; k industrial^ 
foxemen; dentists; bookkeepers in sales companies; instructors in general 
psychology courses; sales clerks* in department stores; and noh-personnel 
uses iti the functional definition of emotional immaturity; and the anal- 
ysis) of pilot errors which indicate the need for tit 
instrumentation. • y 

Since Flanagan's (1954) review ^nd methodological outline, addition- 
al'uses of the CIT have been made/* many in the fijbld of ^education. Evalua 
tion has been attempted 'of teachers and teaching /of mentally retarded 

children (Rotberg, ]»967), elementary reading < (Mobre, 1974), elementary , 

* I * 

school te^chefr and teacher-ailde performance and {interaction (Schaeberle, 

* s ' • * I 

1972), secondary ^vocational home economics (Sumtier, .1972) , an4~ physical 

education (Blank, 1958). College, teaching in gkneral (Owen, 1967), 
and junior college teaching (Kilpatrick, 1967*) ,1 remedial English (Zucker, 
1966), Gregg ^Shorthand (Ashby;' 1971), social gJou| woifkwith graduate 
social work students (McGuir^ r -iS?6 , 3y7at^ the development of an instruct- 
or chec^liet ,-- tKonigsburg, 4 1954) f Have been investigated using the CIT; 

besides its use as a teaching device (FlemitfgJ 1962; Steiner and Cochran, 

l \ 

1966). In studying educational administration, the CIT has teen used to 
study student personnel workers {Smith, 1954)/ student personnel deans* 
(Rodgers, 1963), public school supervisors (Lpn tin, 1974), public school 
administration under conditions of uneasine^s^associated with racial 
integration (Maters, 1972) , ; elementary school principals (Dickie, 1973>, 
and school • principals iti general (Phillips, 1954; Robins, 1954; Bice, 
1955; Elliott? 1955; Tyson, 1955; Cooper, 195,6,- 1963; atid Lee, 197A) . 



In other area9 of education, the taethodology has been employed with 



teacher-pupil .relations (Peterson, 1363) , classroom b'ehavior of children 

• ... 
(Flanagan, 1958), supervision of student ..teachers and selection of those* 

supervisors (Roth, ^1961; Nichl^O|, 197l; and McElroy, 1972), selection 

of student teachers (Ferrero, 1971), curriculum and teaching practices 

• . i . - 

(Hagemsn, 1973), and teacher efficiency as a result of effective teaching 

of student teachers (Stewart, 1956). 41so examined have been the motiva— 

tion of •teachers (Sellers, 1972), and professional growth stimulation of 

junior crollege business instructors (Farrar,^ 1962} . Matthews (1973) has 

examined the school psychologist, while Cassel and Thurner (1971)^ have 

assessed school counselors • Several studies of the role of a foreign 

student advisor on- college campuses have: been done JfrBenson^ 1968; . / 

Miller, 1968; .and Williams* 1974). Miller (1962) has studied' helping / , 

' / 

behaviprs in university residence halls, and a theory T5f educational.pro^ 

v 1 \ • " /. - . 

fessibnalsim has been developed 1 (Leles , 1968). * * . 7 

Industrial use of the Critical Incident Technique has involved the 
assessment of factors in industrial accidents (Tiarrants, 1963}, factory 
foremen (Kay, 1959), training of foremen (Line, 1971), and industrial 
buyers (Cook, 1974) . " 

In other areas Page (1973) has worked with "the^ff ective oral, commun- 
ication of state triaj. judges, whij& social case tydrk performance (Takagi, 
1958) and social group work intervention techniques (Mo^gkn, 1966) have 

2* • • 4 * * * 

. . v «. * • 

^been^ Investigated. The CIT has alsp been used in assessing the require- 
jnents of the following positions: agricultural extension agents (Kohl, 

1968), Lutheran Ministers (Kolafik, 1954), training of sales personnel r 

• • , \ . - 

/ \ * ' - 

for department stores (Folley* 1969) , ind, tK& b'ehavior of conference 

participants (Groppfer, 1956). ^Giolos. and ttark (1967) have investigated 

thq problems associated \WLth unilateral' hesrring loss; while definitions 



t , { , . * / 
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of emotional handicap (Feierstein, I960, emotional immaturity (Eilbert, * 

* * . * * * i 

19^3, 1957), and mental illness .(Flanagan 'and Schmi5,< 1959) J and ctwrac-^ 

teristics. of behavioral aggression in the mentally retarded (Domino, 

♦ * , . 

1967)' have been elicited. * , . T 

In the develo'pment of the»Americal Psychological Association V 

Code of Ethics for Psychologists, * the*CIT was the primary methodology 

employed (American- Psychological Association, Committed on Ethical 
i 

Standards for Psychology, 1949, 1950, 1951a,' 1951b, 1951c, 1951d; 

i ' - 1 ' 

American Psycholpgical Association, 1952, 195f} and Hobbs, 1948). * 
A recent bibliography of the Critical Incident Technique (Fivars, 197 3 X 
notes many additional,.applications of ti^e'mfet^odology and sevetal 
hundred additional citations covering research through the late 1960 f s* 

Critical Inc id ent . . Me t hodo logy . • 

.1] ' - # - • 

Flanagan (1954) defined thfe Critical" l^dident Technique; as: 

• ••a s^t of prpcedures. for collectin^E^rfect 'observations of 

human behavior in such a way as to fa^Llitatd their potential / . 

usefulness in -solving "fcrstctical problems and developing: broad, . 

J psychological principles* •••(it) outlines procedures for*. / %- 

f - • . - -\ 

* collecting observed incidents Jiavfng special significance * , 



and meeting systematically defined criteria, (p. 327) 

V • , < '/•,"/ ■> H> 

.♦.only simple types of judgements are required ^of 'ttte observer* 

reports from only qualified observes are included, and all • 

■ - / V ' : • * % ' v* • 

observations are evaluated by the observer in terms of van agreed " 

? * ' i i 4 

\ .* 

M upon statement of the purpose of the activity, (p. 335) t ] « 

. (and) ..•rather tharij&llec ting opinions, hunches, and -estimates r * 

¥ • . ' " . ? r " 

(it) obtains a record of sp'ecific behavlpts fronrthosd in the best 



/ 




- positioti to make the necessary, observations and evaluations . (p. 355) 
Employed in the procedure outlined Flanagan and. used by others 
are a series of. five'St'eps. % ' • * 

1. General- Aims . This, should be^k brief, general 'statement of 
the primat.y purpose of ttfie activity, "which expresses *in simple terms 
those objectives to which most people would agree" (p.* 337)/, 

2. Plans for Observations . This ig the planning stage of the , 
procedure, where decisions are m^de on parameters, criteria, sampling, 
etc... . . 1 . * 

^ # Data Collection * Observations are obtained from subjects, 
through the use of interviews, questionnaires;, record forms, gtfoup 
interview?, or another medium which the experimenter deem$ valid. 

4. Data Analysis * The v reports are evaluated, categories are 

formed on the basis of the observations, and generalized behaviors 

\ • \ ' - 

are extradted from the categories. 

5* » Data Interpretation . " The results are reported, discuss^ 
.and 'the significance and relevance of same 'is .noted. 

Burn^(1956, 1957) has suggested several modifications to the 
procedure which enhance its applicability and usefulness, particularly^ 
in areas one, two and four o\: the procedure. However, he also* noted \^ 
the limitations of the methodology, particularly in its lack of 
.evaluative potential. • ' r " » ; 

In the present study the CIT will be modified for use in an environ- 
-mental framework. . It is one of the few environmental applications of the 

li r ■ , 

methodology other* thaitf the ^Fitts and ^ Jones (1947a, 1947b) utilization of 

/ * • t . 

the technique to suggest modification of airplane cockpit instrumentation. 
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Operational Definitions v 

Certain terms which will be later employed within the Critical 
Incident. Methodology are defined as follows: \ " < 



Critical Incident (CI) . An inci<f€Tft Is any observable event or \,2t 

characteristic of the library environment which can be described and *v 

* * i ^«7v 

reported by the observer. To be critical, that incl^ratf^Jl^^ln some 
way affect the behavior and/pr perceptions of. the observe^ in a fashion 
which either enhances or disrupts use of the library. The CI_ consists 
of the* aspects of the report which describe the actual characteristics 
of the situation. 

Critical Factor (CF) . This is any single element of the CI which 
forms a simple, unique unit of th,e' environment — e.i. it*' is a stimulus-r- 
the presence of which partially or wholly defines the CI. Inhere may be 
more than one CF present in any particular incident, as there may* tie 
more than one stimulus operant -in fhe environment. ' > 

Critical Requirement (CR) . An' aspect of the library f s environment,- 

* * " * y' ' ^ 

the quality or presence of wnich affects the success of the library in 

• * ' r \ ' 4> . * * 

performing its . functions. \ 

Purpose » . • •> . • . . 

-tHe purpose of the present s£udy is to identify, behaviorally, 
through the use of the Critical Incident Technique, those Dimensions > 
Areas and Classes^of CF's which determine the €R f s o'f /the Albert S. 
Cook Library's Environment, upon which basis ^College Library ^nviron- 

* * '*V ' * 

ment Questionnaire will be suggested. A secondary purpose is to test . 

#, . . ■ — s * \ 

th^.use of the Critical Incident Technique 1 iji £he area of environmental 
assessment, „ ' 1 , ~" • A 



♦ I 
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^ Hypothesis * • 
— 'it. is suggested that environmental dimensions identified in this 
study- will^ roughly ^approximate «those suggested in Table 1." ^ 



' V 
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■ t 



> o 



er|c 



2i* 



< 7 



\ 



Chapter 2 



METHOD 



Instrument 3 



Each subject received a cov6r letter explaining the project and 

i 

requesting assistance- A, copy of the letter is attached in Appendix B. 

x * ! 

'Each subject received two questionnaire forms, one for the report 

* . 

of a NEGATIVE critical incident, and one for- the report of a POSITIVE 

* • 

critical incident, copies of which have been attached in Appendixes. 
The two Questionnaires, which are very similar, were ptesented on two 
different colors of paper. —POSITIVE on gray paper, NEGATIVE on buff 
paper — to allow for easy distinction between the forms, and to attract 



attention to the two different forms. Order effects were controlled 
by counterbalanping the presentation order of the POSITIVE and NEGATIVE 



forms.. * * 



A DATA FORM to gather demographic information on each respondent^- 



(a) frequency of library tfse, (b) college class, (c) Residence status,^ . 

(d) transfer status, (e) sex, (f) age, and (g) major department — was 

* * * - 

\ . - _ » 

attached as the fourth page in each questionnaire s'e;t. See Appendix B # 
for a'coj^y of the DATA FORM. . « \ 

The Post-Questionnaire Inquiry, which has been attached as Appendix^ 
C, was given to each subject in the pilot study following preliminary * ^ 
versions of the two previously cited questionnaires, in order to gather 

feedback from the subjects on the. instruments theinselves, their under- 

f 

standability and their format. 

> j 

A cover letter in Appendix C pas attached to the front of each pilot 

.' / * ' - . 

survey booklet, explaining the project* , 
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> 

"Xll mailed questionnaires were accompanied by self-addressed 

l" % • ■ 

reply envelopes, to facilitate the return of the questionnaires — 

one for campus residents, using the campus mail; the other a postage 

piid business reply envelope, for use through the United States , . v 

# » » , '» *• 

v • « 
Mail— a copy of feach of which is included ift Appendix D. \ 

Pilot Study ' / 

A pilot study was run, .using as subjects, 26 students, at Towsoij 
State College. They were randomly ^elected as they entered the 
foyer of the t Cook Library on Thursday, Apr^.1 17$ 1975. 

Responses were received from 15 of ^ the subjects — 3 freshmen, 
3 sophomores, 6 junidrs,*and 3 seniors, of which 8 were females, 
and 7 were maleST* Respondents represented majors in the following * ^ 
academic areas: Art, Biology, .Business, Education, English,* History, 
Nursing, and Psychology. Ten respondents indicated that thfey use the 
library on the average of at least once a week). 

On the basis of the results of the pilot study, 'the Instruments', 
were modified to the final form as presented in the Appendices, a 
form which in many ways is comparable to that used by Smit'(1951). 



Subjects \ 



\ 



Subjects for .the study wer^ full-time, undergraduate, day students 

\ ' ' 

at Towson State College, A randcfm sample of 394 Resident students 
(students who lived on campus and who had campus ma.il boxes). and 409 
commuter students (students who lived off campiis)j were selected (by hand) 
for a total of 803 subjects! (Administrative cliificulties prevented" 
compjixter. selection.) \Th6 tfwo samples were separately drawn, and while 
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* *• " * "if* I ^ 

.they were roughly equal in size, the resident sample represented about 
33% of the total available subject pool, whereas the commuter sample 
represented ^only about 6,5% of that available subject pool, 

' i ■ ■ . . r. ■ ■ 

Erocedures for the Survey 

One instrument, as described above, was mailed to each subject, 
through the appropriate vehicle — compus mail fpr resident students, 
and U.S. Mail for commuter students. Each, return envelope was coded 
with a unique two letter code to make a follow-up reminder possible, 
.A temind6p>ar,not utilized because: .(a) 20% response was received 
within three weeks; (b) the anticipated return did not justify added 

costs; and (c) many stufents 1 addresses Were no longer available due 

') 

/" * ~ 

to end of semester moving (a result of unavoidable time delays) • 



Data . Manipulation and Classification ; , - w 

, Responses to the survey were first examined to insure that 
(a) eacli\report involved a CI, and (b) each report contained the 



description of an event. 

. Data was extracted from each questionnaire and recorded on index 
cards, with one CF report per card, demographic information, the 
type .of response— Positive or Negative CI — and the unique reference 
code tor each subject.^ 

Cards were then sortey^HUiductively in^o the following hierarchical 
«rouRs: . 



1. Categories . The most general level of grouping, it repr£- 

At 
t 



sented the iriitial stage off classification. At this point, all identical 



or highly similar CP's* were grouped together. 



Je gi 
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2* C lasses . The second level of grouping, it consisted 
of closely related 'categories of CF's , > 

3. • Areas , Representing particular aspects of the library 
environment, this level of grouping related associated classes, 
which were subsumed under the heading. 

, 9 * 

$ 

4. Dimensions , The fourth and highest level of grouping, 

« % 

this level pulled together all areas which are functionally,. or 
behaviorally, or conceptually related aspects of .the library 
environment, and separated into parallel groupings those areas 
which were unrelated. An attempt was made to define dimensions 
and areas as mutually exclusive entities. 

* Frame of Reference , An. important aspect of Flanagan 1 s (1954) 
procedure, the frame of reference in this instance was that of the 
library as an environment for use by people; and of an analysis of 
the similarities and differences in, and between, stimuli^-represented 



\^n events, or incidents — which exert a' press, on the* individual to ' 
the extent that the situation was reported a3 a Ca. In all cases 
incidents and factors' were treated and grouped from the point of view 

* \ 6 

of a user," satisfied or dissatisfied with the library. 



"General Behaviors , The following suggested guidelines (Flanagan, 



1954) were observed during the process of grouping data: (a) groups 

* \ • 

and their titles should be logical, clear cut,, 1 discernible, and easily 

remembered^ (b) titles of groups should convey apparent meanings; 

' (ch groups' should be homogeneous; (d) titles and headings should be 



stent and equivalent; (e) categories and dlasses should^ be 

\ 
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easily applied and maximally useful; and (f) the total grouping 
should be comprehensive and exhaustive. ^ v 

Data Analyses " - 

Comparisons were ma'ae between the responses of commuters and , 
residents^ and 'between positive and negative critical incidents, 
by Dimension and Area, in proportions and Chi Square valued. . 

Comparisons of frF's were also made between class In. college 
groups, by the gender of the respondent, by frequency of, use of the 
library by the respondent, by entrance status of tfie ^Student, and 
by academic area of the major. Alpha Was set equal to .01# * |f , \ 

Validity Testing ^ . .* J 

T " v " • « 

. A random sample of 63 of the CF's (15% of the total) , stjra^ified . 
by 'type of response, negative or positivet (15% of each type), ware 

submitted to four independent judges for grouping. Two Were librarians 

/ ■ *' * 



^nd two were psychologists. Each was requested to group the CF^s . 
using the 'criteria 'outlined above. 'The ina^dtionsy^lveh^to the 
raters are/attached in Appendix* E/ Each rater received a complete 
questionnaire instrument identical to those given to subjects, for 
thfeir information. . Each J rater r"eceived< a copy .of the "General 

w « \ * 4 ' *• 

Classification* Scheme of Environmental Dimensions for College Library 
Environmental Assessment, " contained in Appendix E. Andij? each 
received, a list, "Random Sariple of t Critical Factor Reports," w]jjich 
contained the 63 sample CIrS , a* C9py of which is attached as pjart of^ / 
Appendix E. ^ 
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• ,The results of the rating of. the 63 sample CF's by eafch of the 

raters were compared with the ratings assigned by the Investigator, 
« • 

using proportions for overall agreement, and agreement with each 
individual rater, and tl^e Cochran Test as an inferential measure of 
disagreemeitt (Hays, 196i) • ilpha was set equal to .05., 
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J Chapter 3 
• RESULTS 



Library Critical Incident Questionnaires were mailed to a random 

sample of 803 Towson State College students to gather /information poncerning 

beneficial and detrimental aspects of the Albert S. Cook Library. This 

behavioral information was inductively organized in a classification 

arrangement of dimensions and subsidiary groupings*, which may be se^n 

as critical requirements, relevant to the environmental assessment of 
. • " . • . . j 

a college library. 

Questionaaire Responses • i 

\ Of the 8Q3 instruments mailed, 30 sefcs were returned to the 
investigator as .uhdeliverable--in most c^ses because* the individual 
had 'moved and lef t- no forwarding address^ — for an adjusted total of 

JH(3 instruments, mailed successfully.* Responses were received from 

* ; \ / m ^> 

% a total of 177 subjects — 22.9% of -the sample. Seven of the responses 

* * / * J * - * 

were unusable because they cont.aine? Ino -information - , or so little 



informafiion tKat they did" not ine^t thk criteria established for the* ^ 
inclusion, of. data — two were completely 4 blank, while three othdts contained 
notes; fr6jn thk -subjects, indicating that they had not used the library, in 
such a long time that they were unablfe/to provide any information. The 
total numbkr of responses was thus reduced . to 170, jf * 

Of the total 177 returns, 89 /Were from resident students (a 23.8% 



return /ate) , and 88 were from l^SS^t^t students (a 22.1% return rate) 
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I 

out of a total of 374 successfully mailed to residents and 399 
successfully mailed $o commuters* 



Demographic Characteristics of the Respondents 

0£ the respondents 119 (70. 8K) were females,^a^A9 <29.2%) wefe 

I 

males,' while two did not report their sex. These results represent a 
slightly higher proportion o.f feiiales than exist in the total Towson 
State College student popu^Latidn from wliich the sample was drawn, 

of respondents by residency status, reported in ' 



A further breakdown 
Table 2, 'indicates 
commuter sample th 



a higher proportion 



ojf males responding in the 



:nan l 



n in the resident saiple, 'in comparison with * 



female responses « 

The Class in College pf respondents may be seen in Table 3, tot 

thg "iTO^ubjects whose responses were usable. A greater number of . ' 

seniors resppnded than, any other 'class, < again a discrepancy from the 

. • * \ 1 

\ 1 - A - 

available stndent popuj^tiony And, conflicting trends may be ifbted 

* 1 \ * * ^ * 

when comparing responses frcuA residents and commuters, with more responses 

received from lower division OEreshman, sophomore) residents, and more 

\ * • t * 

responses received from upper division < junior, ^senior) commuters, than 

ijisoli grovps., | > % *S 

Dwson State College students! who responded entered 



their cbmpa 

The majbr 



the institution ^s JPreshmen, as may be seeiji in Table A. may also! He 



noted that there, were «a higher proportion 



commuter respondents than among tlW* resident respondents. 



po 

\ 



j>f transfer 



students among the 



v 



i 



1. Office of Academic Systems Research/ Towsoli State College, 1974 



Statistical Fact B 



T 

\ • 




was used as ^n" official source for comparison. 
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Table 2 „ 
Gender of the Respondents 



Status 


female 


Sex 

* • 


• Male 


Sub- totals 


Resident 


65 


(38. 11) 


. 25 


(13:7Z) 


88 ' (52. 4Z) 


✓ 

Commuter 


54 


(32.1%)' 


26 


<(15.5%) - 


80 (47.6%) 


Sub-totals • 


119 


(70.82) 
« 


45 


(29.27.) 


N = 168 




• t I .. . 
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Table 3, 

Class in College of the Respondent^ 



Status ' 

i 


Class 

Freshman- •Sophomore ' Jui 


i 

♦ . 0 

atbr " Senic 


r 


1 * i 
Sub-totals 

1 ■ 


Residents 
Cbpnuters 


28 (16^5%) 24 (14.1%) ■ 2\ ( 
11 (6.5%) 13 (7.6%) 23 ( 


.2.4%) 16 (9. 
L3.5%) 34 (20: 


4%) 

W 


' 89 1(52.4%) 
81, (47.6%) 


Sub-totals 


39 (22.9%) 37 (21.8%) 44 ( 


>5.9%) 50 (2*9. 4% j 


N = 170 



Table 4 
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Towson State Entry Status of the Respondents 



. Residency 


Entrance as; 
Fteshman . Transfer 




Sub-totals 


Residents 
* 

' Commuters ' 


. . 7* .(44,0%) 15 (8.9% 
42 (25. 0%) 37 (22.0% 


* 


■ 89 (53.0%) 
,79 (47.0%) ' 


Sub-totals 


116 (69.0%) . 52, (31. 05 


) 


N = 168-' 


\ 


• 



. 1 



f \ 



\ 



\ 



\ 



% - J' . 
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1 



:/ o /•■ 
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~The\ distribution of respondents by a'ge group nlbVVba, seen in'Table 5. 

- • X jr 

Of th6 1^6 persons reporting their age, the maj.ori^ (74.1JJ} were 21 
years of ige or younger at the tim£ of the' sur^y. Again, a conflicting 

• / . I ~ 

tendency may be noted in the sample, where* fafc more older students appear 
in the commuter group than in the resident group,. and far fewer commuters 
who responded were, less than 20 years of age than in the resident' group. 

The Academic Area of study of the respondents/ with specific frequen- 
cies by discipline, may be seen in Table 6. The largest number of respon- 
dents were in the S6cial Sciences (52 subjects f or . 29.7% of the, totap, 
and the fewest respondents were in tli4 Sciences. In'a'few. cases, $ub|ects 
reported a dou]>lj^ major, in which each was counted, accounting for thl, 
.175 reports o£j academic major, in spite of several, stud tots failure ta ■% 
report their major. The discipline with the laiTge^t number of respon- 



dents was Business Administration, followed by Elementary Education, 

r • ^ j . 

i, and A^t. 1 



Psychology, Mass Communications and Speech, and jkrt. More residents* ( 

t * \ . • . j 

than commuters specif ied a major in the Fine Arts or the Sciences, wh;Lle 

• • \* * ^ 

jmore commuters than residents, reported a major in the Humanitie's or 

Education. , . 



When asked about, "the frequency of their -use of, the college, -library, 

,168 students responded,, selecting among: (a) once a month or less;* 

- > . • . " \» ' ' ' * * ' ' • 

• * \\ • ♦ * j* 

(b) twQ or Jjhree'tir^s a month; (c)..once^a week;, or (d) several times; 
a week,. ' Respqp§es tdYfctiis questipn may* be, seen in'Table 7» Fifty- 

f ° ^ * V •* ' - 

eight percent of the Respondents cjtte categories (a)\or (b) — which had 
b$en intended by the investigator to indicate infrequent library use. 
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Table 5 
Age of the. Respondents 




Residency- 

* * 




Age 

20-21 


Group ' y 
22-23 


. 24-29 . 


« 

33 ; 


.Sub-totals , 


Residents * 


(24.7%) 


37 

' (22. 22) 


10 

(6.0%) 


1 

(0.6%) 


0 • . 


> . ,89 
; .(53.6%) 


• 

Coimmfcers 
* 


,15' 
(9.0%) 


30 

a8.o%) 


12 
,(7.2%) 


9 

(5.4%) 


- • 

11 

(6.6%) 


v 77 

• 

(46.4%) . 


Sub-totals 


(33. 72) 


67 — 
(4d.4%) 


22 

(13.3%) 


to 

# 

(6.0%) 


.11 

(6*6%) 


N = 166 
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Table 6 

Academic Area cff the Respondents 

/ - ' * 

/(Frequency and Percent by Resident and Commuter) 

f * 



FINE ARTS 



« 


Art ' Music Theatre - - 


§ub-totals 


Resident * 

Commuter 

Sub-totals 


9 3 ? ' i 1 1 ' • " 
• * 1 ' * 2 1 

; io ; 5 2 . 


13 (14.3%) 
4 (4.8%) 
17 (9.7% Overall) 


. • EDUCATION, 


« * 

* « 


0 Early Childhood Elementary Other 


w Sub-totals - 


Resident * 

Commuter 

Pub-totals 


3 6 
.6 { 11 • 
9 17 

< 


3 f 
7 

* * 


^12 (13.2%) 
■ 21 (25.0%) 

33 (18.8% overall) 


— ; : ■ 1 r— = — — 

. * HUMANITIES > 



> 


f English 


General 
Studies 


1 Historjr 

<• 


. Speech, 
<Mas.Confl 


Modrn. 
Lang. 


Philo. 


Sub- 


■totals* 


Resident 


3 


1 ' • 


•2 


3 ' 


0 


1 


, 10 


(11.0%) 


Commuter - * 


2 


x a 


__—3^- 


8 


2 


1 


h 


.(19T0Z) 


Sub-totaJjs 


'5 


.1 . 


.5.;''" 


11 s" 

- . 


2 




s 26; 


(14.8% 

i 


. .. f 












' / 




overall) 



1- 
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Table 6 continued 



SOCIAL SCIENCES 



• 

1 


Busin. 
Admin* 


Geogr. 


Intl.' 1 Pol.Sci. 
Stud*, 

Soc.Sci. Law Enf. 


7""* ~ 

J Psy«h. „ 


-Socio . , 
An thro. 


Sub-totals 


Resident 


14 


2 


.1 2 


5 ,' 


• — . 

3 


*27 (29.7%) 


ij Commuter 


8. 


0 


■1 4 


• 9 ■) 


3 


l 

25 (29.77.) 

• < 


Sub-totals 


22 


2 


2 ..6 ! 

t 


14 " 


6 

• 

• 


52 (29. 72 
overall) • 



SCIEtjJCES , 



Biology Chemistry * 



Mathematics * Natural 

c* 

Sciences 



Sub-totals 



Resident 
Commuter 
Sub- totals 



2 
1 
3 



2 

. 0 

! 1- 



6. 
t 2 
8 



1 

0. 
1 



10 . (11.0%) 
3 (3.6%) 
13 (7.4% overall).. 



X 



PHYSICAL EDUCATION AND HEALTH SCIENCES 





Health , Medic. .' 


Nursing 


Occup. 


Physic. 


Speech 


Sub-totals 




Techn. 




Thier. 


< Educa. 


Pathol. 




Resident 


5 • 1 


*3 


4 

1 


7 ' 


2 


19 (20.9%) 


Commuter 


4 0 


5 


. o 


\ ( 


4 . 


15 (17.8%) 


Sub^jtals . 




8 


v .1 




. <? 


34' (19.4% 


" • 1 


» 








I V. 

ft ^ 


' overall) 



\ Total Responses: Residents =«91 



/ 




.Commuters - 84 



N ' - 175 
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j. - ; Table 7 ; ' 

I 

Frequency of U?e of the College Library by Respondents 
(by* frequency and percentage) 



/ 


♦ Category of Use Frequency 


Sub-totals 


once a 2 or 3 about sey 
month times - once tin 
• or less a month a week a v 


eral 

es 

eek 


Resident 
Commuter 


26' " P 25 19 li/ 
'(29*0%) (28.0%) (21. OX) '•" (21'.\0%) 
. 21 . 25 9 . 24 \. 
(27.0%} (32.0%) (11,0%) (30.0%$ 


89 

. (53.0%) 
79 

(47;0%) 


Sub-totals 
\ 


47 50 \ " 28 , i3 

\ ' * 
(28.0%) (30.0%) (17.0%)' . (26.0%). , 


N ='168 
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Classification of Critical Factors (CF's) 



A t^ai of 427 CF's were. identified apid extracted from the CI reports. 
The number of CF's contained in each CI Varied from one lo several, depending * 
upon the complexity of the situation, the number o£ activities reported, etc: 

' ' ' ' I 

Some subjects reported more than one negative and one positive CI, resulting 

* . - > . ^ \ ■ . 

in six CF's for one sdbject. ■ . 

The CF's were grouped following the guidelines for classification 

previously cited, resulting in four major Dimensions, with subsidiary .Areas, 

v \ ' 

[Classes and Categories rpr each. * The Dimensions and Areas formed vere: 

i ■ - : \ " 

\ !• Staff $t the- Library. " , 4 ^ 

A.. Actions taken *by personnel. 

B/ A/ttituctes exhibited by personnel interacting with user's. 

II. Materials in ^e-Librai^^^/ * • 

A. /, Availability of Library Materials. 

B. ( Location Systems used in Otganizing Materials, and 

4 \ 1 

Information Soufc^es use4 in Location of Information. 

C. Quality of Materia^ in the Collection. 

III. Services provided by the,L^rary. » 

A. Hours of Library Service. * 

B. . Borrowing of Library Materials. 

C. Access to Information. 1 * ' , 

IV. Physical Environment of the Library, 




A. 



Equipment in the Library- * 



.yr B. Physical Design of the Facilities. 



C. Interactions with' other us 



J). location of the 'Library or Campus 



Classification of CF 



v 



ers. 



s into this arrangement nay fee geen in Table * 

38 



I ^ > Tablje 8 

General Classification o&\Critical Factor Reports 



(with frequency of response for 



I, STAFfc OF THE I^BRARY (including all staff) 



A. Actions taken by Staff Members, 



each Category) 



1. Explanation or Demonstration of Materials, Services, or Procedures. 

c , , 

Positive (clear, precise, helpful) 

a. Ilkference/Information Dept. * , \ 

b. Periodicals Dept. 

c. ; Educational/Curriculum Materials Dept% 
e. Multi^/Micro-Media' Dept. . 

- Negative (unclear, confusing, unhelpful^ 

i 

^ a. Reference/Information Dept. 

j ■ ' * i 



Frequency 
10 
2 
2 
• 7 



Information* or Directions, Regarding tla£erial Location 

• t - . - -x- . ( 

Posit ivte (clear, correct, precise, helpful) 

I r x r ■ " ' M * 

i a. \ Reference/Information Dept,' 
I \ / ' * ' 

b. \ Periodical Dept. u , 

d. Educational/Currictllum, Materials Dept.. 

e. ■ Multi-r/Micro-Media Dept. 
h. Staff-iri-g^neral . 

Negativev (unclear^ incorrect h tinhel]>|ul) 
a . \lef erence/Inf ormation\frept, \^ 
- b.- Periodical Dep^v 1 | 
e ♦ MultWMicro-Medi^ I)\ptt J 



Given, 




;19 

I 

! 6 
S3 
! 1 

; 1 

6 

\l 
1 



.v , 

A . 



V 
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Table 8 continued 



I .A. 2/ f . Faculty Reserve Room 

n- - 



• 



3. 

1 \ 



Interpretation or Modification of Library Ruies or Procedures, 
Po^itive\ (help£ulAfavourable, beneficial to student user) 

CirculatiorkDept. , 3 . 




4/ 



Availability of Staff when needed • 
Negative (generally absent) 
tv. Staff-in-general 



1 K 



5. 



• l" - : • 

Actions Taken when asked for assistance, ' . 

Negative (no action, as^ist^nce- refused) c * J 

c. Cij^fiation De']>t. >j v * • b 2* - 



B.- % Attitudes Exhibited by Staff in interactions wifch users. 



1. Civility. . 



Positive- (courtBous, respectful, pleasant, cheerful) ; 



Reference/Information Dept.' » 1 

*» „ i 

Circulation Dept. • \. 1 i 

i 

MultI-/Micro-Media Dept. - / " # 1 \ 

Faculty Reserve Room . > ft 3, 

Lobby (foyer door checkers) 2 ^ 

I . < * 

Negative (discourteous/ disrespectful*, v rude., sarcastic, insulting, 

/ » ' • » ' 1 

ol/noxious, offensive, or nasty) 

a. |i!ef erehce/Information Dept. i I 4 
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Table 8 contintfted 
I.B.I. b. Periodical Dept. 

/c. ' Circulation Dept. 

• • "J - 7 

Je. Multi-/MicrorMedia Dept. 
f . Faculty Reserve Room 



i 4 



! 

/ 




2. Willingness to assist users. -*r* 

Positive (open, enthusiastic, h^lpfu^ concerned) 
a. Reference/Information Dept. 
Periodical Dept. ^ ' 
Circulation Dept. * 
Educational/Curriculum" Materials Dept. 



3. 



b. 
c. 
d. 

m 

e. 

f.j 

h. 



Multi-/Micro-Media Dept. 
Faculty^eserve- Room 

Staff -in-general: 

•..V 



5 
4 
1 
3 
6 
1 
6 



Negative (Lazy, uninterested, preoccupied, too busy, indifferent) 



Hp. 



Reference/Information Dept. 

Circulation Dept. , 

Educational/Curriculum Materials Dept. 

f . Faculty Reserve Room 

» 

h. Staff -in-general; , 



a, 
d. 



3 
2 

5 
6 



Patience 'of Staff Members in meeting user f s needs, and flexibility, 

Positive (patient, .flexible) - 
•* 

a. • Ref erence/Informatipn D^pt. x < Al 

b. * Periodicals Dept.* ' 2 v 
f . Faculty Reserve Ho6m x r " 1 - 



ie^ve^f 
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Table 8 continued 



/ I,B,3. 



MufLti-/Micro-Media Dept. 



,4. Efficiency in handling user requests. 
Positive (efficient, effective) 

e. fiuIti-/Micro-Med:ta Dept. 
, Negative (inefficient, slow) 
* d % Educational/CurriculiW Material^ 
" f ♦ Faculty Reserve Room \. 

i ' ■_ L w ; y. v v ^ 



/ 



5* Condescension in relation to user's request. 




Negative (wasting staff time, r^ques 
. a« Rererence/InformationfDept* 



t Is 



oolish, user is stupid) 



\ 



\ 



• f ...... ' • J> ' 


■ T • o . 


■ - A 




II. MATERIALS IN THE LIBRARY. 


V.; 




A. Availability of Library Materials'. 




" « c 


Materials Owned by the Library ♦ 


K V* 


> 


' I*bsi-tive. (available, used and useful) 







'a, ' -Books 
b* * Periodicals 



7 

5 



d. 

e, 

* 

t 



Wicro-/Multi-Media Materials (audio tapes, video tapes, 

8 ■ 

Educati^al^Currioulutn M^erials, (lesson plajis^ pictures 



. records, ''films, micro^drmsr, filmstrips) 
Resfes^ Readings \ * ^ ' 



books, etc\) 

Reference Bo^ks/Indexes 
\ 



4* 
12 



h# X MaterialsHLn-general (or s^ec\fic information) 3* 

■ * : ■ .. ■' 42 



Table 8 continued 



Negative (missing^ stdlen, not on shelf) 



a 4 . Books 

b. Periodicals ^ 

c. Micro-/Multi-Medi*a. Materials " ■ • 

d. Reserve Readings . - 

■» » * 

e. j Educational/Curr : c?uHim Materials 

i 1 . . 

g. Reference Bool^/Indexes 

h. Materials-in-general (or\specific information)^ 



2. Not own^d b/ the 'library. * 

• ^ * • •** . • 

"Negative, (never purchased, incomplete sets) 

' * . ' v 

a. • Books * , 

m * t * b • t Periodicals * 
; ' »g» Reference^ Books/Indexes 



,3, /Materials 'own^d btit. unavailable* 

. Negative '(a't the bindery, in processing) 
s tf. Periodicals 
d. Reserve Readings 

» * ft * - v 

: r " — 

{ - 
» * • i; 
4. " Materials ip damaged! condition. 

Negative (mutilated, defaced, pages missing) 

a. * Books-" ' . v 4 ~ 

bft Periodicals 

c." Micro-/ mu n. i-Med ia Materials 




/ Micro-/Mu^i-Media 
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Table 8 continued 



II.A.A. e. Educational/Curriculum Materials 



I \5 . 



Arrangement of Materials, 



t 



Negative (disorganized, /out of order, scattered) 

K \ \ ■ 

* Periodicals / 
e. Educational/^ Curriculum Materials 
c Reference Books/Indexes 




Owned by -the library but being used by others. 

Negative (not enough ^opies # available of high deriiand materials) 



d, 'Reserve Readings 

\ 



L 



B. \\ Location Systems used in Organizing Materials, and Information 
Sources used dn Location of Information* 



\ 



Logic and undersVandability of -the systems Available. 
Positive (understandable, logical, negotiable) 

• ^a. C\r^ Catalog ' 1 

Negative (coiif using, compl.ex, unintelligible, incomprehensible) 



a, Card>Catalog . * 

b. . Classification/Numbering System for books 
,d.' Floorplan and distribution of^matei^ls 

e. ' Music Card Catalog * 

h* Xibrary- in-general 

i. Inter-library Loan system 



3 
3 
"l 

'3 
1 
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II. B. 

2, 



: \ -a' 

Table 8' continued- 



• i 4 - /*• 

Ability of the f user to use the systefa to acquire information.' 
Positive (was kble to find specific information needed)* 

/. /, " . < - 

b, . Classification/Nymbering System * ^ 1 

I i . J * 

c. Indexes to Periodicals and other materials ' 1 



Negative (unsuccessful at negotiating system) 

• i 

a. Card Catalog 

.» * . -j * 

b. Classification/Number^^ System 
• ' - *c. , Indexes- to Periodicals abd othsr^matejrialk 



5 
1 
3 



3. 



Availability of information about" the library's systems \anck, 

thq, 'ability of users to* learn aboutr the t syst£m, impr ession ^>f syst 

• •■• \A.\ \ ' X 
Negative ^(system .is formidable, iufposihg, fifig^Cening, fear, 

inducing; difficult to understand) \ . ' 

^ * * • '* ' . # 

,a.; Card Catalog 

c. \Indexes- to Periodicals* and atfrer materials 

\ 

\ . • * ■ *• • < 

4\ Proximity of Information Sources and related materials. ■ 

» . V ' • 

\Nefeative (located tar apart) 

\ * • • - * " 

Indexes to Periodicals and other material^ 

J j . 

5* Wfitesibiiitlfes. £or browsing t^roughv/the' collection, . 




Is 



)sifive (able to and enjoy browsing) 



h. ,Libr airy- in-general \ . * . 1 

Negative (very difficult because of\library organization) 

b. Classification/Numbering System for books m \ 2 
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Table 8 continued 
iality of Materials in the Collection. 



1. Currency of miter/ials . \\ 

[ . T ' .- - M \ 

Negative (outt-ofrdate)' \ 



a. Books/ 



\ 2 



2, Selection and variety of materials. r\ 



\ 



ositlve (wide variety available) \ 

,••••> 

' c. rlaterials-in-general ' 7 * 

Negative . (poor selection, few materials in. certain are&sj) 
a. Books (Black studies, psychology, recreation, 



nbrsing, crafts) 



/ 



b. Periodicals (psychology ^'nursing) 
d. Materials in specific areas', (informat .on) 



\ 



3.. Availability of Key Sources. 

\ • 

■ ' Negative (missing or not available) ' 

\ ' * i 

a, \ Books (key primary. sources) 



»riodicals 



1 

2 



\ III. SERVICE^; PROVIDED BY THE UBRARY^ (Exclusive of 

spedific services -covered in I« and II .'above, as a 
function of eltjher direct 'staff assistance* or material 
availability. 
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III* A. 



. Table 8 continued 
Hours of Library Servide. 



^1. Availability of the library. ^ 

J . X *, 
- Negative (hot open when needed) 

• Y * \ 

a. Closted too Nearly on weekday evenings \ 3 

b. , Closed ^on # Friday eveninds * \ i 

» Closed wmwi needed , on w^ekends^ (hours too short)\ 6 

d-* Closed priory to scheduled closing time 

\ — * 

e. Opened too latW on \>eekday r tnorning . 1 






B.- Borrowing of Library Materials (rules, procedures) * 



\ 



-T 



1. Loan Periods „ 

Negative (too short) 4 

b. Faculty, Reserve Materials 



2- 



Fines for overdue materials. 
Positive (cancelled by librarian) 
a. 4 Circulation Department* 
Negative (too cosily, nuisance) \ 
a. Circulating bpoks 




culty reserve, 

- \ 



# 1 



3. Promptness oi service; \ •' 

( ' ' ' ** 
Negative (had >to wait to check ox\t materials), 
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Table ft continued 



ill. C. Access to Information and Services not available in "the 



Library', 



!•' ^Materials' needed^ for research. 

Negative (services not available) 



\ 



\ 




9 > 



a. Computer search services for bibi^ogr^hic information 

1 

b* Lists of resources and, special service^ available 

-> 

in nearby libraries * 

c. ' Specific jLnfonnation packages (e.g. N.Y.Tintete 
Data Bank) \\ rl 

"; \i .• 

Procedures fdr the use of external, services. 
Negative (procediires disorganized i cohfising) 

d. . Interl^btSfy Loan materials never received 




ERJC 



IV. PHYSICAL ENVIRONMENT OF THE ' LIBRARY* 



A, Equipment in the Library. 



l._ Equipment is essential. 
Positive (available) 

. . ., - - -\v ^" • — 




a^v Copying Machines (xer&x) , ,2 

\* • 

b. Typewriters . ' \ 1 

c. ^Muiti-r/M^cro-Media Equipment (tape tecordets, film 

« \ * • • 

facilities, record players^ televisions, micro-form 



equipment) 



\ 



49 



14 



Table 8 continued 

\ 

IV.A.'l. Dollar change machine tn basement 



4 V 



j i 
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\ 



\ 




2.» Cbnution of the equipment-, 

/ * * 

1 

Negative (out of order) 

a. Copying machines 
li* Typewriters 



■ / 

/ 
/' 

/ \ • 



ERIC 




3. Useability and understVidability of equipment. 
Positive (procedures simple, easy tP leamX 

c. ■ Multi-/Micro-Media' Equipment (recorders , 

microfilm & microfiche machines) 

Negative (unable to operate,* procedures^ confusing) 
\ \ *" \ 

d. . Multi-/Micro-Media)^quipmdnt (recorders, 

v microform machines) 




/ / \ 

'4^ Use equipment in. leisure time and while/ studying. 

t 

Positive (enjoy using for pleasure) 

c. Multi-Media Equipment (record playergy t.v.) 

\. • 



B. Physical Design Elements of the Library Buildirig, 



1. Lighting, ~ 

• Negative (improper, irritating) ■ 
f . Reading Rooms 

; . 50 




- \ 



! 



\ 



2. x Temperature. 



Negative (too W) 



\ " '\ 
^a,. . Reserve Reading Room 



Library-in-general 




2 
3 



3. Windows . ' 

. Negative '(absent, oppressive atmosphere) 
Basement \pf library 



4. Noise Levels in the library (soundproofing) 
V Positive (quiet, good fdr studying) 

• • , 'Vb. Study Lounges \ 

- > ' V , ' 

• . , c. Book arid Periodical Stacks 

\ - d. Stujiy Carrells \ * * « 

" ' \v • " ' * ' 

' f • Reading .Rooms 

•* ' * $ ' 

8* tibrary-in-generai 

Negative (noisy, disturbed easily by other users') 1 

a. Reserve Reading Room "n. r 

,b. Study Loynges 

-• N • * * * \ * 

. , • ' T • Book and Periodical Stacks • ' 

iry\in-general 1 ' 



v f g.\ Library 




1 

'l 
2 

' 1 
4 

4 
1 
2 
4 



5.. Gerieral Atmosphere of the Library. \ 

Positive peasant, attractive, clean, comfortable) 



\ 
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IV,B*5* * a* Reserve Rea 
b. Study Loung 
d. Study Carrells 




nuec 



' / 



g • Library- in-general 



/ 



Negative (unattractive, uncomfbrtable^\ messy, ugly) 
g, Library-itv-gene/ral 1 ; f 



privacy .availability. 
Positive (available when needed) 

d» Study carrells ^ 
g- Library-in-general provides privacy 



7* Rest RoomsY 



Positive (available, i accessible) 

f ♦ location in lobbies of floors 



Exit Area (Lobbyi)* 

Negative (only one dV>jr forWiting) . 

v ' \ i \\ \ '« 
f . Main Lobby mte long lines at peak times v 



/ 



X 



C. Interactions with Other 'Usars of the Library. 



\ 



"cs 

1 
i 
l 

4 



\ 1 



1. Strangers. 

Positive (helpful, considerate, knoikedgeable) 



a. ' Referenc^ Area* (introduced Vo.new periodical index) 



\ 
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IV.C.l. 



b. 
c. 
d. 



Table 8 'continued 
Periodical Room , (shown procedures) 
Reserve "Reading Room (told aboutj materials)! 
Multirjtedia Room (helped with tape recorder) 



1 
1 
1 



x\.. 




2." Friends (meeting place). . - 

' v> Positive (plac6 for group study and socialization) 
" * Kiv ^^ r * ^ >' 

a. • Materials returned by a friend 

c , 

b. ^ Stildy Loup^es (Used for groujs study for exam) 

e. ' Reading "Room' (talked to a friend) 

f. Librarv-in-general (meet people) 

■ ^ \ 

g. Other areas (m^de love to girl friend) * 



* 



T 
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. The distribution of .CF's has been presented -in summary form ' 
(Dimensioned Areas x Type) in Table »9. There were more negative 
-.-than positive CF's, and the Swo largest Dimensions were "Staff of -the • 
*- Library" and "Materials in the library" (1 and II). "The' single largest 
1 Area was "Availability of Library Materials" (II.A.), followed by« 
"Attitudes exhibited. by personnel interacting w3.th users" (I»B.);and 
"Actions taken by' personnel" (l.A.). The disproportionality of the 
, distribution of CF|s 'among the four Dimensio^was tested for randomness 
and>fouhd to: be significantly ^divergent from normal 16.03, df = 3, 

£ <.01). * .\ , \ t ' ■ 

In Table 10, the\distribution of CF's has been presented by j Type 

(positive vs. negative) \o allowW^erc^ntage comparisons between 

;the distributions of CF ' s among / the\p^imerisions and Areas. While 49. 2% 

of all positive CF's fall inV Dimension I, only 26.3% of the negative 

CF's wer^ recorded &herfe; whilethe situation is reversed for Dimension II, 

^with 43.5%\of all negative CF's^as opposed to only -24.1% of all positive 

The^e same'^lnds may beWfewed in a further breakdown of a 1 

prbportidnal distribUtioW CF's within each; Dimension and Area by 

positive and negative TyjA\ in TablleNll. In Dimension I,' 61.1% of all * 

CF's were positive\ wh^le A DimensionNil, 68.2% of all CF's were neg\tive!' 

a similar occurrence ik dimension l\l (more^ negative than positive) , 

The unevenness o^the d^sWibution o)\ positive .and negative CF's among 

<1Q was^ found tob e \d, statistically ^significant 
A\ > \ A a. \V* •' \ \ 
Vdi^tribution (.,£« 2\2\22, df -^£^.001), as v . . 



le Dimensions in Tab! 
deviation from a random 
was \the case\ for " Table 



4 65 



.12, df »*3\\£< .001) i 



•V 
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4 Table 9 ■ . 

Frequency Distribution of CF's (Classification x Type) 



I 1 

Classification 

to/ 


• 

* * 

rOSxuxVe 


iype 

Negci Live 
• 


s ■ • 

. Area, 

Sub-t6tals 


• 

, XfXiUtf lloXUll 


x • • 


JO 


X w 

; 


72 




• 

• 






45 








iype bUD— t-opaxs 
* / II.A. 


OA 


< ox 


106 




1 57 
XJ/ 

» 


' . H.B. 


' • 4 


27 


31. 




» 


fJTC • 1 J * 
XX • U • « ' 


i 

X 


10 * 

XV 


11 




* 

< 


xyp& bub-totals g 


' A 7 


101 , 






t 

« X*tO 

* * • 


TTT , A 
XXX 4t\* 


• 

u 


i . 17 


17 . 


f 




TTT* Tl 
XXX*D* 

m.c'. 

Type Sub-rtotals 


A 

0 

1 

4 


w in 

Xv 

, f ■ ■ 

31 


14 " 
4 


I 


^ 35 


IV.A. , "* 


20 - 


14 


" 34 


• 




' IY'.B. . - 


19 


24 . 
• 


"43 






IV *c. 


9 


0 


•9*" 






IV ' D > ' \ 
- T^pe Sffb-totals ^ 




■'' • 1 * 
39 


1 




•' ,87 '■ 


\T£pe,Totals < 


■ "tV* 

.. . 

3 *« 


*> 

, f '2i2 ' 

• 

♦ v. 




N « 427 



0 
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Table 10 . 



« Proportional 'Distribution of CF's (Percent by TypeJ 



• • f : 




Type . { 


Area % 


/ 4 " 
* * 

Dimension 


Classification . 


rOSxtxve 




of Tryfal " 


Z of Total • 


T A 


9ft 77 


6 9Z 


16.9% 


• 


l.B. 


20.5% 


19.4% 


19.9% 


** -4 


Type Sub-totals 


4^.2% 


26.3% 


V 

*• 


' 36.8% 


• 

TT A 

XX* A. 




27 6Z 


- 24*8% 




- . % II. B". 


• 2.1Z- 


» - 

'fl.6% 






II.C. 


.5% 


.' 4.3% 


.9%- 


- 


Type, Sub-totals 


0 A IV 
/4 • JL/W 


' 0 




1 7Z 


i tt a 
I xx .A. 


u a 


7 3Z 


4.0% 

• 


9 


III.B. 


2.1% 


:4.3% 
« • 


3.3% 




T TT f* 

III.G. 


U * A 


1 *77 


QZ 




.Type Siib-totais 


, *2.1% 


13.4% 




8.2% \ 

1 


J " " 




- * . * 


■ 


1 


IV.A.' 


10.3% 


6.0% 


8.0% 


r 


IV. B.' 


9.7% 


10.3% 


10.1% 




fc . iv. c, . ' • i 


' / 

^ 4.6%, 


; '0 % 


• ?ix ' 




IV. D. 


0 % 


- Ax 


.2% 




i 

Type Sub-totals 


24. 6% 


. 16.8% 


\ 


• 20.4% 


> * 
Type, Totals 


- n - 195 
P 


n - 232 
n 




N = 427 

* 
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TaJ>le 11 

Proportional Distribution of CF f s 
(Percent by Area and Dimension) 




REED, J.G. _ 5 q' 



Distribution of CF's by Demographic Characteristics of Respondents: Sex 

' % The firequenc^ of CF responses for males and females by Dimension, 
Area N and Type of response have been presented in Table 12. There were . ^ 
many more female CF's than male CF's; a trend 'consistent within each 

* s 

Dimension, Responses* have been presented in Table 13, as a percentage 

distribution of CF's by sex, allowing foif comparison of the distribution 

• » * 

by Dimension and Area of male and female subjects vs. the ^total group [ 

* . ' • ■ . . *•. 

of CF's. The uneven distribution of positive and negative CF's by 

Dimension noted earlier -may be seen as a consistent pattern for each 

sex in Table 14. Comparing males and females*, the distribution presented 

in Jable 13 was not statistically significant (X s 8.652, df = 3, n.s.). 

* 

Demographic Characteristics: 'Residency Status 



There were more CF reports from Residents than Commuters, although 
in^foth cases there were more negative than positive CF's, as may be seen 

in Table 15. The trends notfed in Tirftes 9 and 10 maintain , when the sample 

* « ■ 

■ * A % 

is subdivided by residency. Responses by residency status and Dimension 

au 

~*T*ere found ndt to be statistically significant (0C a 1.84, df » 3, t!> ».n.sf.). 
A further comparison of Residents, vs^ Commuters* by Type* of response may 
be seen i£~T^]ole. 17. lttie results of that comparison in a 1 x 2 Chi Square 
al^o was not statistically significant (OC* .47, df « 1, £ « n<s.)« 

» ■ » 

Demographic Characteristics: Class* in College > 

TJie distribution of CF's b*y Class in College of the respondent may 
*be seen in Tablg 18. As in Table *3, there were more CF r s reported, by Seniors 
than by any other class, and more reported by Juniors than by Freshmen or 
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Table 12 

Frequency Distribution\of CE's by Sex, Area, and Type 



Clas^ * 



Male 



Type Area\ 
Positive Negative Sub-tot\ 



1 1. 



*Pqirttive Negative Sub-tot. 




Both Sexes 
Dimension 
Total 



V 

I.A. 
I.B. 


■ \ 


* 0 
14 


7 

22 


Sub*tot. 




14 


lV 29 


' » 

ILK. 


v.' 


• ir 


14 


II. B.- 


3 ' 

: \ 


6 

i 


9 


II. C. 
Sub-t^t. 


i • 

7 


1 


\ 1 



16. 


6f 


31 


64 


47 


128 



III. A. 








5 . 


III.B. 
III.C. * 


^ 1 V-' 

o * 


0 




2\ ■ 


Sub-tot. 


A 1 ' . 


6. 






IVrA. 


7 


1 




8' 


> IV. B. 


7 . 


11 




18 


IV. C. 


. 4 


■ 0 




•> 

4 


• IV t D. ■ 


0 


■ 1 


\° 


i 


Sub-tot. 


18 . 


13 


A 


31 



17 


9 


26 


10. 


S 13- 




5 


0 




0 


» 0 


0 


32 


22 


54,. 



Totals^ by 

* » 

Type, Sex 



<< 

41 



50 



91 



59 




176 



330 



Table 13- 



Proportional Distribution of CF f s by Sex and Area 



- ' / ■ 

.Classification 


Gfender 

■ Male * 


Female 


Area 
Total 


t ^Dimension * 
* 

Total ; 


T A 
X .A. 


> 


7 . Ik 

* 




10 • VA 

t 


* 


LB, 

% 




24 .2% 


ly .4% 


20.4% , * 


* 


Gender Sub- 


•tot. 


* 31; 9% 


38.8% . * 

« 


% 


37.3% 

1 


II. A. 




15.4% 


27.6V-M 

* r 


V 

24.9% 




II. B. 




9.9% 


3. OA , • 


0.7% r 




' II. C. 




1.1% . 

* o 


J . OA 


2.9% 




Gehder Sub- 


-tot. 


26.4% 


37vo% 




34.7% 


III. A.. 




5.5% 


3.6% 


4.0% 


/ 














III.B. 




2.2% 


3.6%^ 


<3 .3% 


* i 


ni.c. 




u 


• OA - 


• 3A 


f 


Gehder Sub-rtot. 


7.7% 


7.9% 




7/ OA 


IV.A. 




8.8% — ' 




8.1% * 




' IV. B. . 






7 02 


9 72 




IV.C^ 




4.4% 


1.5%' 


2.1% • 




IV. D. 




1.1% 


0 . 


.2% 




' . Gender Sub- 


-tot. 


*34.1% 


•16.4% 




» 

20.2% 


Gender t Totals 


n » 91 


n « 330 


• 


N « 421 



jr. 
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Table 15 * 
Frequency Distribution of CF's by Residency Status, Area and Type 



Class.' 



Resident 



Type 

Positive Negative 



Area , 
Sub-tot, 



Conftuter 



Type * 
Positive Negative 



Area 
Sub- tot. 



Dimension 
Total • 



I. A. 
l".B. 
Sub- tot. 

II. A. 

II. B. . 
Jl'.G. . 
Sub-tot. 

III. A. 

* 

III. B. 

XXX'. c.. 

Sub-tot, 

IV. A. 
•IV.B. 

IV.C. 

•D. 
Sub-;:ot. 

Totals 



27 
22 
49 

'21 
3 
0 

24 

* 

0 
0 
0 
0 



9 

26 
35 

i 

30 
15 
5 
50 

12 
5 

I* 
18 



36; , 

48 

84 

51 
I8V 
5 
74 

12 

5 ' 
. 1 • 
18 



16 


5 


21 


11 


12 


. 23 


7 


_J 0 


.' 7 


0 


o 


0 








34 


17 


51 



107 



120 



227 ' 



29 

'is'' 

47 . 

20 

1 . 

. 1 
22 

3. • 

o v 

• - 3 

8 " 

6 

2 

0 • 
16 " 

88 



■ 7- 

19 
26 

34 

.9 
7 
50 

5 

*i 

12 
.5 

» 

12 
. 0 
1 
18 



.35 



06 



36 
3? 
.73 

54 4 
.10 

8. 
72 

5 
9 
1 
15 

13 

* 

*2. 
1 

' 34 
194 



•N » 421,. . 



REED, JIG. 55 



Table 16 



■ r 



Txoportional Distribution of CF's by Residency 



/ - 



• t 


# * 

♦ 

Classi^cat^on 


9 * 

Resident 


Commuter 


Dimension Total 




# % ♦ 


* • ' 53. 5% 


.' - 46.5% \ 


157 , - . 1 

t 9 


• 

• 


% . 

ii. 


50.7% 


49. 3% '* 


146 .{ 




* " III. 

9 


• 54.5% • 


45.5% . 


' • 33 . 




.IV. 


, «eo-.o% 


i « 40.0% . 


. 85 — # « 




<r 

s. 0 « 

' Group" Totals 


53.9% ~ 


• 

• 

.46.1% 


* 

' • N ■ 421 
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• • * 

s , ♦ 
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* 

• 


9 
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• • 9 

* • 


9 

* 
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♦ 




,* 0 * 
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* \ 


s •. 

4 

1 - 


9> 

t 
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9 

9 ^ , 


» « 

• 

* * 




• 




* * 


• 

* 

• 


« 

• • 





• • - 



/ 
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■ i . V ■ 

Sophomores. The distribution of \CFVs by respondents for each Class 

/ ' c \ I 

in Colleg^, divided by Dimen^idn, , may be seen, in Table 19 in percentages, % 

Except fof Dimensions III and^IV, the distributions^ CF's by Dimension 

within each Class in Cbllege group was consistent with the overall 

distribution. In Table 20, the ,same data has been arranged to allow 

* * 
for the "comparison of CF's by the Class in 'College of the respondent . * 

for each particular, Dimension, in relation 'tQ the overall distribution 

%■ m 

by^Class in College, The largest discrepancy ftom the overall trend 
occurred in Dimensions. Ill and IV, ' A chi square test on the data as 
represented in Table 20 indicated non-significant differences between 

* a. ^ ~ 

groups (jC = 21;34 > df * 9, p » n,s,), ' % 

Demographic Characteristics: TowSon State College Entry Status 

Comparisons were made between students who ^ntered Tpwson as Freshmen 

♦ t 

and those who transferred to Towson, which may 1>e seen in Table 21, As 

. .* i * % , * - 1 % - 

ip the comparisons of CF's by Type, - thfere is a significant reversal in 

Dimensions I and II between Freshman and Transfer entrants— i.e. Freshmen 

i 

t o * 

gave more CF's in Dimension Il^jwhile Transfers gave more CF's in Dimension I., 
This trend may be seen more clearly in Table 22, which presented proportional 
distributions for Entry Status and Type by Dimension, It may also be 
noted that except for Dimension -.IV, the distribution, of CF's for each 
group of entrants, within each Dimension, is consistent with the overall 
• proportions presented in Table 11, A chif square test on the overall 
discrepancy between Freshman and Transfer* CF's *(270 vs. 148) was statistically 
.sfgni£icant;(iC= 35.0, df« 1, £<. 001), 



\ 
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Demographic Characteristics: Age of Respondents ^ 

CF f sjw§re grouped into four categories by thjr'age of the respondent — 

vj years of age-oi; younger, 20 or 21 years of age, % JH to 2^ years of age, 

z(nd 25 years! of age or older. It may be seen it/Table 23 that the 

largest ^number of responses came from the 20-21 age group, and the second 

largest number from' the 19 or younger group. A chi square test found this 

distribution of CF's among age groups to be statistically significant 

H * j 
(X- 123.5, df = 3, £.< .001). ' » .1 

i 

Demographic Characteristics: .Frequency of Library Use 

\' m % 
Subjects were asked to estimate how frequently they use the library. w 

The distribution of CF f s by frequency of use ar(d Dimension may be^seen 

• • • 

in Table 24. Slightly more than 50% of the CF f s were {reported by persons 

. ■ . i 

who used the library letes frequently than once d week. However, the 

largest category consisted of -^liose CF f s v from respondents who use the 

librkry several .times a week. * 

* » ■ 

Demographic Characteristics: Academic Area of Respondents 

The(f distribution of CF f s by the major area of the subject, class- * 

ification Dimension, Snd Type of response may be seen in Table 25. . 

The largest number of CF f s were reported by students in the Social 

Sciences. (28.8%), followed by Health Sciences and Physical Education m 

(19.8%), and Education (17.5%). This distribution approximates that 

of .the respondents, presented in Table 6. 
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Validity Testing of the Classification .of CF's 

9 . % J 

A random sample of 63 CF's and other materials ~ presented in ^ 

/ ■ • • > . ■ , • ' ' 

Appendix E, were submitted to four Raters for classification of each 
CF by Dimension and Area. The classification assignedv^o each CF by 

the investigator mefy be seen in Table 26. Of the total of 252 assign- y 

V i - / 

ments made by the four Raters, they were in agreement ^?ith those of the 

investigator in 2Q3 cases. Those instances wheM disagreement occurred 

between t^e investigator and one or mora Raters^ m4y be seen in Table 26, 

along with the\ariant classification assignments made by the disagreeing' 



Raters*. 




1 > / 
The degree of agreement betweerj the investigator and the Raters 

ranged from a low of 77.8% agreement, to a high of 85.7% agreement J 

vith a mean agreement of 79.4%. There was complete agreement between 

all parties on 37 of the 63 CF f s (58J7% of the total items). Of tlie 

49 classification disagreements (19.^% of the total CF ratings), 21 

of the assignments ,(42.9%) involved a transposition within Dimension I ; 

between Areas I. A. and I. % B.» while 597Z!Tbf all disagreements involved 

Area I. A., "Actions takeri by personnel." 

The Cochran Test was employed in further analysis of results of 

the ratings, comparing the classification assignments made Ey the 

estigator witsff those of the four Ratets,- to test the degree of 

disagreement, with the investigator use4 as a criterion. /Ttfe 

resultt of the test indicated that there was' not a. statistically J 

significant difference between the the raters and' the investigator 

« 2.8JL, df *= 3, £ * n.s.). , 
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'Chapter 4 > \ . . , 

, DISCUSSION OF RESULTS 

■ The. .427 CF f s reported by tfre i70 respondents were grouped into 
four Dimensions, 12 Areas,-, and 50 Classes* 

There were more female than, male respondents, more college seniors 
than any other class, twice as many freshman entrants as transfer < 



'-21 y£a^-c 



entrants, and belonged to the 20-21 y£a^-old age group. The largest' 

1 \ \ . 

discipline represented was the Social Sciences, and the, majority of 
respondents tended not to be heavy users of the library. * 
v * A word of caution in interpretation ok the statistical results 

is' in order at this point — i. 4 e., all data is in terms' of frequency counts, 

v ♦ 
and each CI and the resultant CF(s) represent only a few of the possibly 

many interactions between the library and the individual user., Therefore, 

while the data provided to the investigator may be among the most vivid 

of recollections, or the most critical of circumstances, ft* doe? not 

necessarily represent, the "typical" situation. Likewise, the greater 



number of negative than positive critical incidents, may not fce a quan- 

titatively accurate representation of interactions with the library— i.e. , 

• * 

users may be*much more satisfied than the large number of negative incidents 
would suggest. However, in the, long, run, with the collection -of a large 
number of accounts — and this is a strength of the Critical Incident 
Technique—a general overall typical picture of the library may be thought . 
to have been constructed, including both its strong points and its potential 
weak points." ' 

The breakdown of CF f s by Dimension tends to indicate, that students 

'. . : . • -.78 ■ ' • 
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are most frpqiflently concerned regarding their interactions with staff of 
the library, ^and the availability of library material^.. The respondents 
were mucn less concerned about the actual physical environment of the 

/ 

library t j|and only 8.2% of the<CF f s related to specific services of the f 
library, as' indicated £n Tables 9 and^ 10. ^Within the "Staff" Dimen^on, 

; ■ * - x 

CF's were about evenly split between "Actions taken by staff" (I. A.), and, 

' ' 1 . 

"Attitudes expressed *by staff" (I.B.). Most comments regarding materials 

*/ 

centered around the actual availability of the needed materials /(II. A.) r 



stei 



while fewer CF*s concerned the library f s organization as a system (II. B. % ) $ 
and very few comments in this Dimension were concerned with the quality of 



/ the collection (II. C). In the ar f ea o'f "Services 11 ! the overwhelming 
t majority of comments were negative (88Z),°and they tended to be most 
^ccyieerned wtih library hours (III.A.), ^n3 Sorrowing priviledges and % 

ft) 

' rules r (III*B.) ; while relatively few comments concerned other aspects 
^of the library's services (III.C). The largest number of pomments about 
the physical environment concerned the K physical de*sigh aspects of the 
library (IV.B^) f follow^ closely by CF f s reporting on library equipment 
(IV.A.), and a few comments about direct interactions with other "users 
•* of the library (IV.Q.). - ' ~ . 

* # The significant of the chi square test on the distribution of 
s CF f s among the Dimensions suggests that, the proportion of \comments found 

•• ■' - . , • I <y • 

in Dimension's I and II, as compared to the total distribution of 1CF f s 

• J \ 

shows a high degree of clustering in those two areas. This indicates 
that I and II are probably the areas about which students are most , 
concerned in their use of the college library. °> 

The Classification Arrangement: Responses by Dimensions: Comments 

'■ • 'iy.a 
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On Dimension I (Staff of the Library), respondents tended to 

* 

report positive actions more frequently than negative actions (I.A.)t 
however, there were about an equal number of positive and negative 
reports of staff attitudes^(I.R.) . While both males and females were 
consistent with th& trend in I. A., males were more inclined to make 
negative comments about staff members' attitudes than females. Freshman 
entrants were more frequently critical, of cltaff attitudes than transfer 
students — a trend which may be indicative of, ex^rience with a greater w 
vajriety of libraries and librarians, and hence a greater tolerance for 
shortcomings, on the part of the transfer students* Both residents and 



comm uters w n .w- mnnh mnm pnc-Tf-firp tha^ npyative about staff actions,* while 



they seemed to express concern' about neagative and positive aspects of sta 

attitudes with about equal frequency, and a similar trend seemed to be 

- t. 

evident in examining CP's by class it\ college of the respondents. 

In regard to library materials (Dimension II) respondents were 
consistently extremely negative — 68.2% o'f ( the CF f s were negative, ranging 
from a" low 6f 60.4% negative CF's in Area II. A. (Availability o£*Library 
Materials),- to a high of 90.9% negative CF\s_ in Area II. C. (Quality 'of . 
Library Materials).' Further breakdown of responses by Render, residency 

- • . . -~ . • 

status, class in college, entry status, age, frequency of library use, 
, and. academic discipline all tend to .result in ^xhe same trends in the 
distribution of-CF f s. ' s • * 2*' ^ . 

• • - - • • • - . • - •• , i 

. $ervices of the Library (Dimension III) showed in all .three Areas a . 
! ' . ~ »v - ' . 

negative tendency in CF repcrts ,(88.6% rieg^tive), £ trend confirmed in 

each split of responses by demographic or other variables.. 



jjn Dimension IV (^h^sic 



il Environment), the CF reports occurred 




\ 
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with, slightly greater frequency' to be positive than negative. However, 
this ^iffered across specific Areas. Respondents more frequently reported 
positive than negative aspects of library equipment (Area IV. A.) and that 

it. was useable, .while they imported more negative than positive aspects 

6 . * 

of the physical design of the library (Area IV. B.). Cotaaentf's were totally 
positive in regard to interactions with other users (IV. C), and the one 

Q - 

comment about the location of thd' library on campus wals a negative CF 

report from a commuter student. This overall trend was consistent in f 

\ 

breakdowns by sex, resid^hc^ and entry status. However, differences 
~\ were obtained in comparing respondents by class ±q, college, with upper 
class students being most negative in their comments. * 
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f Validity Test of the CF Classification 

The present research has attempted to mesh several areas (an empirical 
, approach to some of the problems involved in assessment of the effectiveness^ 

■ \" * ■ " \ • 

q£ a college library), and is\based in large measure upon the investigator 1 s 

• l 

exposure to, experience with, and biases toward these areas. In attempting 

• r • • - ■ '■■V 

to teit the handling of data, *and the results of classification, a random ■ 

" \ •• ' • \ • . 

sample of CP's was submitted to two types of raters. .Two raters were 

professional librarians, whom it was assumed were intimately familiar with 

libraries, but less so with behavioral methodology ; s while two* other raters 

Were psychologists, where the reverse was assumed to Be tu^ue. It wasjfound 
i * • ;> • 

that 80. 6% of 'the ratings made by these independent judges agreed with 

1 those of the investigator. — -</ 

Examining some of the disagreements -ii{ rating of CF'.s may provide 

clues regarding the classification scheme itself, and areas of overlap " 

v * ' 1 V ' * • ... ' v ■ 

between groups. * i - » x " * * ' 1 



'*' 



) 




The conflict already noted between x» A. and x I,B / . fetrongly 

A 

suggests either that these may not be mutually exclusive Ar£as, or 
possibly that operational definition of each must N be improved. 
One of the raters noted in commenting on 'his ratings tha^t he had 
had difficulty in separating the two ar^eas, and suggested alternative 
classification of several items which were initially placed in* either 
4 I;A^ or I.B.. . — - , 

In several situations the result of disagreement in ratings " 
appears to have occurred because, in fact, two f CF f s were included in 
thjesame report;—e.g. la- and Kb-/ In several cases it appear^ tha^^ 

there may have been simple coding errors— e.g. Ed+ and Gz+, since the 

• , *. • 

4 

variant responses of classification seem to make no intuitive sense to 

* 

h investigator. . /' ' ** * . 

* Thdr^is a question of clarity between the actual absence or 
presence, of materials in the collection vs. the quality of the library 
collectfe^j^The former may be considered a part of the latter,, however 
in this instanc^T^He~t ; g(r^ e r e see n^-attdr-dsfln^Agseparate entities-,^ 




% situation confused ii| rating of 4 n ">- 
/. \ S Of greater importance is the question, "Is noise in ttie libtary 
-a function of the actual physical design of. the building, or o£ the 
''interactions W lack thereof J* between library' users? 11 - Ttfis caused 

confusion in rating reports Bc+ and Bjn-. The investigator believes 

that in general nofse may be J controlled by physically modifying the 
•environment, andMUflrfefore, questions of jfchis nature should iSe 

relegated to category IV. 
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There is alsp a d 



istihctlon to be made t 



between njaterials and 



< 4 



equipment in- the .library, "^rtiich however, at times beeches blurred, # 

particularly when ,deal liig with non-print resources, Por^^xample, 

' * • «*■**».•» 

are we concerned with the software (the film,' the micro-form* the 
It), or « 



boo 




ware (t 
•aisej| q 



'he hardware (the record player., the tape recorder).* 



This distinction raisej| questions in* two different areas—an avails 

ability question seen in ratings of Ed+ and Kfrf, where the- distinction 

must be made between 4^eas IV. A, and II. A.; and a quality question 
<* T % ...... 



seen*ig ratings of Ewf 



betwefea Areas' IV. A. 



arid Kh+, where the distinction must be made 



II. C. 



* Is the reason that a student was unable tp find 'information 

\because of poor assitance on the part of the library staff jpfober 

'w: \ 4 ' * \- ' 

* (I.A*.), or' because of a l&ck of information in* the library (II .A,)? 

This distinction wap n$t cl^ar in reports Fk£, Gp+, and Gu-^f result 

in disagreement. .When the total report is*%xAmined, the source 

■ : \ , ■. . :^ . • v . . 

^.problem in each casfe- appears to be the stiff member (I.A.). * 
* A similar question; arises in the distinction between the staff , 
; actions taken by a libraripb, J.n closing* the library at the* appointed 
time, father than too early, .violation of wh±*fa^yould fall into 
categorjp I.A. aj an improper sta^V action; as opposed .tov a complaint 



P 



£or k Stu( fcn 



about library ^ervlces djii the fora o/shourA which may b§ too short , 



- '- - v 



CF 



tnj: .fceeds (IH#A.,)/ This confljlct aro^e J&i the case of C 
Ef-j" w^Ach iteoj should probably have beeji, placed in the Dimension of 
Library ^Sprvlces. . \ . \ •? r ' • * • 

" disydrepaiip^es &rist wh#i ccrtiddderinjg the ^Location of 
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library materials. Are we concerned with the locational system 
used # (II.B.) , ot with the physic^ layout of the building (IV.B.), 



i # question Seating confusion in classification of Dy-. On the 

o.thet hand, one may fc^e able' or 'unahleJto find, materials either 
» » * 

"because the information is available/unavailable. (II. A.) , o* 
^because of confusion due to tfie sx§tem of organization (II. B.); 

t^ts latter distinction, causing confusion with .incidents Nb- and 

1 

0g+, appears to be , due to insufficient information. * j ! j 

* * * * 

General Comments . ' ■ 

~ : • . - 1 

It has-been suggested (Reed, 1975) that one of the most serious 
problems affect^g the college library is that students apparently 
do not know how to use a library effectively. Of all' the* negative . 

CF f s reported^ in the present study, 43. 3% concerned £he unavailability 

* . • * - ^ 

of library materials. One wonders in, how many of these instanced * 

. the .item was unavailable, not -because it was not in the library, but 

rather because the individual did not know how to use the library to 

'"find what was needed. An additional 26.3%" of the negative CF's 

* • * • * 

concerned objectionable interactions with library staff members — £fte. . 

individual may have been unable to help, may have given pobr assistance 

or may have exhibited an, attitude whl&h^as iti some way offensive lor • 
\- , \ ■ ____ J* 

*the inquirer. Not "only may, this b*e' seen to result in poor library , * 

' " . * ; ' : • ■ • t - : . • • 4 ' • 

use, but one.Vonders how frequently thes.e negative <interact*ioAs Vitfr 
.library staff members combine to accomplish two defeating purposes* 

* — ' • • ' . * ? 

(a) /deterrenc£*af the individual from assistance seeking in the future; 

(b) decreasing the frequency *£t use/of the library by the individual.. 
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'A number of studepts openly admitted to:' (a) befLng unable to 

use hie library to find what they needed, whether it vW use '.*>£> the 

card catalog, the periodical indexes, or othet material*; and <b) 

being "intimidated by the "size of the library, the organization of the 

library, or by the librarians themselves.. 

These>prt>blems cloud the picture substantially when we attempt 

to gain an accurate as^jssment of the student 1 s perception of the 

libraiv environment, in'o^te senpe. However, in'another regard, this 

£s th| reality of the student users of the library. The fact that a 

* • * 
student is unable to find the materials he/she needs, because of a 

lack of information regarding exact procedures to be employed in seekDt^, 

that information,, rather .than because it does not exist, becomes a problem 

. • \ , * * ' t ' . 

t r the #0 library, because* for the student .the material does not exist . 
And, when a student requests assistance and is met by the reference 
librarian in a most condescending tofce of "did you look in the card 
catalog?" when in 1 fact^ the .student does not know how to use the catalog, 
or does not Jenow what, it is,, or has looked in. the catalog and has found 
nothing, the real/ity of this interchange may be that tfie library has 
just alienated anbther user. For that particular student, the staff % 
membefr hks been unK^lpfixl, *tfr lazy, or nasty, or condescending.* Unless 
tjte assitatice extends far beyond that initially jaegative interaction, ^ 
the at^ff member may never be Sable to overcome that initial -negative 
.Impression on the part of the student user. As a' result, the student's 
reality of the 'library may be vastly-^dlfferent from the librarian's" 

reality.' And the pre^nt situation exiistlng £none library, in the 

> * * * * 

experience of this investigator ektends to many other libraries. * 
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Critical Requirements for the effedtive* college l^rarjr for the 
student user may be developed based upon the classification scheme 
presented in Table 8. Further effbrts should be made to translate those 
CR f 8 into a useable rating scale, emplying a Likert type response option 

which may provide for the library a realistic, practical measure of 

» • 

its perception by student users. That scale should be validated . 
using several different types of college libraries, and within the 
context of a multivariate approach to statistical validation. 

From that poiilt it may be possible to make comparisons with 
other environmental assessment devices. Also, it may be possible, 
to iqye8>tis&te this system in terms of Murray's (1938) ^conceptualization 
of presses* and needs. * 

The Critical Incident Tedhnique has been employed in the present 

research to behaviorally .identify several environmental dimensions 

relevant for the assessment of a college .library. This is the first 

step in what must become an ongoing research effort.* Through further, 

work on verification of the classification scheme herein suggested, 

* 

further verification of the utility an4 accuracy 'of the Critical 

*» ■ 

Incident Technique in environmental research, as a preliminary stage . 

.< - - '*.*.' 

in that- investigation may be.sotained* 

V' 
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• -, SURVEY OF LIBRARY USE 

> c * « 

We need' your cooperation and assistance in obtaining as complete an estimate as possible 
of the dailyr use made of the Cook Library. Please give thoughtful and careful attention 1 
to the questions listed below., and return the questionnaire to the Dobr Checker befSte — /, 
leaving the Library. Your answers will help us to improve library service and to make 
the library more useful to you. Do r not sign* your name. 

\. Reasons for com,ing to the library ttfts^trip: (Check only those applicabl 

• / 

I A, To borrow books . 

; B. To return books 
; C. To read Reserve books' in the -Faculty Reserve Room 

t D. To listen to tape*, phonograph, or (dial access assignments . 

E. To do assigned readings in, librar^ materials other tharv-^eserve 

books • ' . 0 * ' 

F. To 'look up material for a paper\ report, thesis* etc. f \- 

— 6-. For general -read-i-ng not- assigned in class * f ~ 

ft. Tp stucijf £wn/boo.ks 

j I. To borrow Audio Visual Materials (filmstrips, slides', etc.) * 

J. To' borrow Teaching Aids (pictures,, kits, etc.) , - 

^ K. For personaV'information ' ' » 4 ' 

L. Other reasons (please specify) ' L ; 4 



I'l. Materials used in the Library this tr.ip: (Not what you checked out.) 

A. Newspapers ' ' . • 

B. Curra&t Periodicals 

C. Bound/ Periodi eal s [ . , 

D. Books from. the general collection • 

^ E. Periodical Indexes . ~ . , : . 

F. Reference Books ■ **** ' K , 

G. Microf flm,; Mi.crof iclie, lor 'microca^ds ^ 1 



^ H. Juvenile Books 

V i. Courses of St^udy. (Curriculum Guides) b \ . 

; J % Tfextbo^oks from fhe Textbook Collection ' ^ \ /. ' 

*/ K. Phonograph records or tape$ r % \ -* ( ' ' ' : # 

\. t. Didl Access Programs- ' I \. / 

j ; M. .Government Documents % ' . 

N; Pamphl et$ "from t^je Vertical Files- 

■ ; r ' * ♦ ' 

IIT. If you came^fcb get'-material^ or, infbrmation. w<ere'you: • 

^ A. Able to find, all the materials you. ne.e'ded . 

B. Only partially sa'ttsf'ied \ x - ■ 

I C. -Not able to f i ntk mat£ri al s* * • ' ■ , . " 

D. If* you were mot £ble to, f i nd .what >you needed, please specify what 
\ ' you wnatp'd ami why ^you wers unable to "locatfe it « . » ; 

i' *• * * » ^ : 

1 ■ . i i ; l i ' : 

IV. If 'you had difficulty using the 4i brary- was/ it became: - 

] - A. The library s'taff wa*s not helpful ' . ' , ■ 

>B. Book -or material needed was not oh the sHelf s 1 : 

C. You did'not'aslc the library staff for heTp, ' /■* 

' - c D. You ,did not know how to use the^ 1 i brary 'very well . * 
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' 'Library Survey page*Z 

9 * - * \ t 4 

' \ 0 % 

V/How long did* you stay in the* library this visit? 



VI* How often do* you come to the Ctiok 'Library in a week? 



1 



5* 



8 



10 



more than 10 



VII, What other libraries „o you i/se to get materials for college 
• assignments? 

'A. 'Enoch Pratt Fre^e Library/ 

B. Bal tlmore County Pubi ic /Library 

C. Gouchet; College Library/ 

D . __ Moxgja n College Li b r jsir y 

E. Coppin College Library 
F % . Loyola College Library/ 
G % . 'Johns Hopkins "Eisenhower Library 

H. Johns Hopkins Welch Medical Library 

I. University of Maryland Health Sciences li brary 
J. UMBC Library J 

ifly , - * 



o^ 1 



X. Do 



K. Other - please*sp$c* 



1c st two weeks? 



IX. Wcve you used any of thesd other libraries for assignments in the 



Yes* 

No • 

you usually look for bocj>ks in the Cook Library card catalog: 

By -author* or a tit*le 
By subject 



XI. 4 Hcve'you tOrnfed in another library use questipnaire .this week? 



Yes 
(No 



XII. "-'Your status (Please check one) 

' i " 

^ \_ TSC S freeman *■ % 

__. JSC sophomore 

2 TSC junior 

• . TSC senior 

TSC "graduate student 

'Z TSC, faculty 

~~~ TSG staff \_ 
"Student it another college 

Adult- 

\_ ■ KT1 g h School student 



V 



r 



< ERIC 



V 



10 



REEDjJ.U. 



ppendix B 




l f Cover letter^ to subjects. 

2. Positiye Critical Incident Questionnaire (grey paper). 

3. Negatiye (Critical Incident Questionnaire (yellow paper). k 

4. Data Form (h sheet of white paper). - ^ 
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May 2, 1975 



I am working on Ly master's thesis in psychology at T.S.C. 
I NEED YOUR HELP! / 

* * * I 

My research -Wolves the identification of ALL FACTORS which 
'contribute to the Albert S. Cook Library at T-owso,n State College 
as a human environment—that is, ANY AND ALL ASPECTS OF THE LIBRARY 
which affect its us?e by students , including persons, places', things, 
situations, times, etc. ... 4 " "~ 



users — T.S.C. 



'To, get information,, I am' contacting library 
Students — and asking questions about ntheir librajry 'experiences. 
YOU are onQ of a small, randomly seletted grouri p£ siudents whom I 
am surveying. Therefore', your response is essential to this 6tudy, 
and to the completion of my degree. , J j \ j * 

Attached to this letter are two short questionnaires and a data 
form . You can help me by completing ALL .OF THtM, to the best of 
your ability. It should take you only a few minuses, *nd you may wish 
to do it right now while you're thinking aboutrit, Whtfn you have 
finished, return the questionnaires and data form in th* self-addressed 
envelope which I have attached. f 7 

A copy of this study will be available/in the 9<HS$ Library after 
'itHhas been^completed.^ And, to help in improving the T^.S.C, Library, 
a special copy of this^es.earcK will be/gi#en fo the library staff, 
when completed.; If you have any questions; contact mer (a) in the 
ard-ftbor^Psycho logy Lounge of Stephens Hall, Mpnday ojt Wednesday 
^fterno^^tlO^to 4:30; (b) by leaving a' jnessage in dy mail box', 
, Roo^i 209W^ephefts Hall; or (c) by sending a message t&rdugh the m^il. 

I Your identity as a respondent to this survey will \remain CONFIDENTIAL 
thaj: is, all information which might identify yop will be coded, ^ * 

I J look forward to receiving your information "in the very near futurfe* 
Th^nk you. in advance for your assistance. 



ENCLOSURES* 



Sincerely, yy \ s 

Jeffrey Reed 
Graduate Student th * ' 
Psychology Department' 
Towson State College ( \ 
Baltimore, Maryland 21204^ 
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* This page is for your report of a POSITIVE critical 'incident'. u '' 

Think of an experience you have had, while using ,tne T.S.C. Library 

during tl^ past few months, representing an ASSET of the T.S.C. Library 

which benefited you in some way, and 'resulted in your being SATISFIED 

with the Library*. * > 
* • . 

If you have had more than'one helpfal experience , think of ^he^pne 
SPECIFIC EVENT (SITUATION) which was most pleasant , interesting ,.^* useful 
for you . This happening may have involved any aspfectof the library -*' 
environment which led you to be PLEASED <with the T.S.C. Library at \he t 
for example, people, peaces, things, spaces, times, etc, 
f , . ' 

JjritB -down -the exact circumgEanceg- pf the_ .situation. Please 



\ 



\ 



ime-*- 



?ur 



description as complete as possible, so that I can understand all of tl 
"■facts involve^ in the expedience. ' Remember, this is not a request f or a 
general evaluation of the library 6r*-ftTe library staff, but RATHER, ffcr 
a concrete description of a" PARTICULAR EVENT which involved your, use of 
the T.S.C. Library. , * * 



V 



c 



. 1. 



What was ttie situation? 



2. Specific Details (yqu f^eed ansWer only the relevant sections): 

\ 

. at. Persons involved" (specific names ark, not essential)? 
* b. Location of/eyerit? 

! • - /' ' 

c. # Things ifnVolved? 
d< When occurred? 





jther relevant details? 



3. . Wha^t did you do? 

' ./ . 



i 



NOTE: If you need more space, or if there is a second POSITIVE experience 
which you feel is^ important, please use ttie^b&ck. side of this 'questionnaire. 
Thank you for your help! Rpturn the questionnaires Jto : Jeffrey Reed, 
Psycho 16gy, Department, T.S.C t . * * ... 
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This 'page is for your report of a NEGATIVE crit-j 
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incident 

I 

Think of an experience you have had while'using the T.S;€. Library 
during the past few months, representing a DEFICIENCY in the T.S.C., Library, 
which caused YOU a problem, and resulted in your being DISSATISFIED 'with 
the Library.* „ . , 

If you have had more than one problem experience , think* of the one . 
SPECIFIC EVENT (SITUATION) 'which most aggravated , hindered , or frustrated 
ypu . *This happening may have involved any aspect o£ the lift^ary environment— 
* fpr* example! people, " places, things, spaces, times,, etc. . . >hich led you 
tb COMPLAIN abojut the T.S«C. Library at the time. ^ 

Write down the exact circumstances of the situation. Please make your 
description as complete as possible, 30 that' I can understand all of the 
\ facts involved in the experience.. Remember, this' is^jiot a request for a 
general Evaluation of the library or the library staff, byt RATHER, fq,r 
a concrete , description of a PARTICULAR \lgVENT wljich involved yojur uSe of 
„ .the T.S.C. .Library. \% 
■ * * . * \ ' ' *\ ■ > 

1. What was the situation? 4 r 



v 



* Specific Details (you need answer ^nly the relevant sections): i 
'a. Persons involved (specificates ate not essential)? 



location o*f event? 



■r 



*c. " , Things* -involved? 



d. ■ When occurred? 



Other relevant details? 



\ 



* k §. x What 'did you dot; 



\ . 

\ 



■o ■ 



9 

': eric 



\ 



V 



' NOTE: If ybu need moilre space, or if .t$Sre is a second .NEGATIV^. experience s 
which. yon feel is important, please use the back side of this Questionnaire. . 
Thkvfc-you Tor your helpl Return the questionnaires to:. Jeffrey Reed, 
P&ychol^gy Dtepartp^nt, T*S.C, . » 
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DATA FORM tor Library Survey \ ' 



1. About how often (on the average) do you use the T.5.C. Library? 
£ ) once a month, or less ( > once a week 

( ) two or three times a month ( ) several times a week 

' - * t 

2. What is your classification in college? 

( ) Freshman ( ) Sophomore ( ), Junior ( ) # Senior- 



3* What is your residence status? y 

* " ( ) Resident Student ( > Commuter Student 

4. D±d you transfer to^T.S.C. from another college? ( ) no ( ) yes^ 
If yes, 'for how many semestets have you been at T.S.C.? ;> 

5. What is your sex? ( )• Female v ( ) Male ■ * * 
% 6. What is your age?.- 1 

7. What is your major department &t T.S.C.? - , 



NOTE: • Please return this data form and the questionnaires to: 

Jeffrey Reed, Psychology Department, T.S.C. , Baltimore, Md. 21204 



Appendix C 

■ * 

€ 

4 

v Pilot Study Forms 

Cover letter to subject^, in the Pilot Study. 

» * 

Preliminary forms of Survey Instruments :, 
a. Cover lettet to subjects. * . 
'b. Positive Critical Incidents Questionnaire. 

c. \ Negative Critical Incidents Questionnaire. 

\ ■ " ■ ' 
Post-Questionnaire Inquiry Form. 
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JOt All students answering* th.is questionnaire 

fL: ; (. 



FROM i Jeffrey Heed 

| Psychdlogy Department 

DATE t /April 17, 1975 



. ; f ou are now .participating in the Pilot Study of a Psychology 
^Research Project, which means th^t/this is the first time t;hese 
^^questionnaires have been used, ■ Attached you will find a letter 
which explains this survey, two very similar questionnaires, and 
a questionnaire about the questionnaires* ♦ Since this is a Pilot 
* . Study, your comments will have two usesj , 

a. They will provide information requested in the 
t » r - study itself; * » • . 

* b # (Most importantly) They will providfe information 

. about the questionnaires themselves t are 
the questions understandable, the* directions 
clear, ;or do any changes need to be made* 

Tour detailed, responses at this stage of the research are 
absolutely essential, and thie more information that you provide 
. fee,* th^ better the suryey will be. \ § ' ^ 

After you have completed the questionnaires and the inquiry, 
you may drop this mf qnaatioh into the "Questionnaire Return Box" 
at the Main Entrance/Exit ot the Cook Library, If 5 you .have not 
cpmpleted the questionnaire by the time you leave the library 
today, and are unable to return the que stibnnaires here; PLE^SS^ 
return this information AS SOON *S POSSIBLE at the. Psychology/ 
Department • „ 

So that you do not receive* another 'questionnaire, when the 
final version* of the survey is mailed put, it -would be helptul 
for me to have your name and/or social security number ( both *of 
which will remain confidential), . v 



r 

^ Name$ 



Social *Seciirity Number t 



Thank you very much for your helptlt If I inay be of any 
assistance to you, please let ;tae knoif.* 
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, Aprtl 15, 1975 



Dear Fellow Student, 



\ 



f \ . l a workmg on my master 1 * thesis in psychology at T.S.C. 
and I need your help! i 

?* • • 

The problem which I am studying concerns f inding out all of 

the factors whiqh contribute to the Albert S. Cook Library at T*S.C. 1 

as a human^ environment— that is, I am trying to identify ANY and ALL 

aspects of* the\T*3.C* Library which affect its use by~ students . In 

order for me to\ gather this information, I am contacting some of the 

people who use the library— Towspn State College students— and asking 

questions ^about experiences 1 in the Library. You are one of a randomly 

selected grdup of studeftts to whom I am writing, and as such, youf\ 

response is essential to this study and to the, completion ot my degree * 

Attached to this letter are two short, similir questionnaires* f 
Completing them should take you only a few minutes, and you may wish' 
to do % this right now while you are thinking Sbbut it, ^When you are 
finished, please return the questionnaires to me in the self addressed ' 
envelope which I have attached* 

» «. * 

A copy 'of this study will be* available in the Cook Library after' 
it has been completed. And, to help in improving the library, a special 
copy ot this thesis will be presented to the library staff* * 

If you have any questions, please feel free to contact me in 
one of the following waysi (a) "in the 3rd floor Psychology Lounge.; 
Stephens Hall, on Monday or Wednesday afternoons, frotf 2*30 to 4t*30j 
. (b) by leaving a message m my graduate student mail box, Room 209, v 
Stephens Hal\; (Or by sending a message through the mail* 

u l assure you that your identity as a respondent to this survey h 
will remain strictly conficential-^that is, all information which is 
specifically pertinent to you Sis an individual will be coded to 
preserve your anonymity* * * $ 

I look forward to receiving your information in the very near 
future* Thank you in advance for. your assistance* 



1 *«. 



Sincerely 




fey Reed 
Graduate Student ^ 
Psychology Department 
Towson 'State College 
Baltimore, ' Maryland 21204 
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COLLEGE LIBRARY CRITICAL INCIDENT QUESTIONNAIRE - POSITIVE 



1* During the past six months, 
Library, have you had any beneficial 

; • yes no 



106 



n your use ot Towson State/ College f s Cook 
or pleasant experiences in using the library? 



2. If you have had more tha^ on i, positive encdunter with the library, please 
think of that situation which was most helpful, interesting, or useful to you, in 
do^ng what you udeded to do in the library. Please describe briefly the exact, 
circumstances of tnat situation, identifying what happened, where, .about when, and/' 
or anything else, relevant for me to understand the nature of that happening. 



\ 



4** 



With about what frequency (on the average) do you u^e the Cook Library? 



\ 



once a month or less 



\ > t wo' or three times- a month 



4# ls\your use of the library related* to this incident? 
If yes, please, explain how t 



jonce a week 
"several times a week 

yes; . 



no 



y 5. What is ylour classification in college? 0 

Freshmaa Sophomore * Junior 



'~v«r* * r6**»»vlli4 7J?u ..^rjaj^fex*, to, T.S.C. from another school? * 
If yes, for how many semestetS* tfl\Te *yau\-fceen-it T.S^C.i 



/• Wh*t ii your sex? . 



Female 



Male 



8. yft&X is your major department? 



S enior 
; y«fi <na 



ERLC 



NOTE; If there is a second positive librarary experience which* you feel is important, 
please report it on the reverse side of this questionnaire. Thank you for your helpt 
Oltturn questionnaire toi Jeffrey Reed, Psychology Department, T.S.C. /"V 
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COLLEGE LIBRARY CRITICAL INCIDENT QUESTIONNAIRE - NEGATIVE 



!• During the past six months , in yout use of Towson State Collegers 
Cook Library, have you had any serious problems in using the library? 

yes no 



2. If you have had more than one negative (problem) experience with the 
library, , think of the situation which most aggravated, or hindered, or frustrated 
you, while using the library. Please describe briefly the exact circumstances ot 
that situation, identifying what happened, where,' about, when, and anything else 
relevant for me to understand the nature of that happening* 



3. With about vhat trequericy (on the average) do you use the Cook Library? 

once a conth or l,ess o nce a wefck 

.two or three times a month several times a week 

„ 1 - ■ 



yesf , ~ no 



»■ 4# Is your use of the%ttrra*y related to this incident? 
If y*s, please -explain how t. ? . _ ... ** ; " V 



' ■ 5„ What is your classification in college? - . - % 

F reshman; S ophomore ■ J unior' - S enior 

6# Did you transfer to T#S*C. front anothor school? r yesj no 

If yes, for how many semesters have, you been at T.S.C. t m 

i * 

- * - 

7# What is your sex? Female Male * 

^ . What;. is. your ma^or depirment? : 

. NOTE i If there is a second negative library* experience which you feflf is ifcport!ant, 
please report it on the reverse side of this questionnaire. Thank you for ypur help! 
Retufcn questionnaire tot Jeffrey, iteed, P&yeholpgy Department, T.S^C* 
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Thank you for completingWattached quextionrfaires. The function of this 
form is to get your responses andWtions -to those questionnaires' themselves. 
Your assistance will help in evaluating the effectiveness Cor lack of it) of the 
Questionnaires, and in identifying are\i*ere they need changes. Please feel free 
t^make any comments which you feel are Levant or helpful. Thank you for your time. 



1. 



2. 



3. 



About' how long did it take you to coapf^e the two questionnaires? 

Was the length of the questionnaire reasonable? yes 

•If no, was itt . too long \ too short 

Comments, if anyt 



_no " 



Was the nature and purpose of. the survey clear! 
If no, what was unclear? 



Was the type of information requested clear? 
If no, what was unclear? 



f. 



y«» 



rSiS^** no 



yes 



no 



4« Were the questions understandable? 
If no, what was the problem? 



jres 



no 



In your opinion, did you have sufficient guidance? 
If no, what else might be added? 



yes 



no 



Wis sufficient information given in the cover letter? 

Was It t • too long ; t oo 'short 

Comments, if anyt* 



yes 



no 



7. Did the physical focaat of the questionnaire offer any .problems? 



yes 



no 



Comments, if anyt 



8. What is your general reaction "to the questionnaires? 



1 
i 
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General Classification Scheme of Environmental Dimensions. 
Random Sample|pf $3 'Critical Factor Reports. 



REED, J. G, ^ 112 



• - 12 "July 1975 

-% , 

Instructions to Raters i « 



Thank you for agreeing to help raer with this project; 
You should find attached to this page the follpwingj 

1 # A sample Questionnaire packet such as that received ' 
by each subject, including* a cover letter, a gray ^ J 

Positive, incident questionnaire, a yellow Negative 
incident questionnaire, an^/ a Dskta Fornu 

2. A General Classification Scheme of Environmental . 
Dimension^ for College tibraty Environmental \ N 

1 Assessment* (Thi§ is based upon my manipulation of 
the data,* and i*s Essentially a forced inductive 
arrangement of critical incident arid critical factor 
reports.) ■ 

3. A # Random Sample of ^ Critical Fdctpr Reports . (This 
constitutes 15Z of the totial data reports.) , 

What I have in essence done is to attempt to create some order, 
through ray Classification Scheme,; out of the cnaos of about 400 reports 
of particular aspects of the library which students either find bothtrtome 
or helpful. Yojir assistance will offer some validation (or lack thereof)' 
for my organization scheme. x 

After ypu.Jiave had a chance to examine the materials, I "would 
like you to classify each of the 63 Critical Factor Reports provided, ' 
based upon the General Classification Scheme. That is, to the best of your 
ability, I would like you tt> fit each particula r repofct into one (1) of 

the, dimensions and classes availably For example t V •< ^ t • 

• \ «« 

Code Description of Incident / • tt 4 Class Assigned 

Ja-, I asked the librarian at the Infopraatixjn'Dffek fbr. I. B. 

help in finding a book and she w$s vet^r rude to me. 

(Each incident should thus receive a two character code representing the, . 
position of that incident in the Classification Scheme.) m 

Please return the completed materials to me at your earliest 
convenience. If you have Sriy questions^ please contact me. 

. * Jeffrey G. Reed \ 

13i Stevenson .Laiie 
• Baltimore, Maryland. 21212. 
telephone (evening) 2y6-y524 (area cqde 301) 
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general classification scheme of environmental dimensions 

* for Colie|e^Lib^ary Environment Assessment 
' > Jeffrey* G«. Reed 

» 

# I # STAFF of the Library (This dimension includes all staff, both 
professional and non-prof essional*) 

A. Actions taken by personnel (This class includes both positive, 
* beneficial and negative, inhibitive, unhelpful acts, 

* or a failure to act on the part of the staff*) 

B. Attitudes exhibited by personnel interacting with users 
(This class^includes both positive, helpful, pleasant . ' 
attitudes, ancj negative, discourteous* and indifferent^ 
attitudes perceived by users*) 

H # . . MA TERIALS in the Library (this dimension includes all informational 
materials, both, print and non-print, and the systems of 

* access to those materials in the library^) i 
A# Availability of Library Materials (This class includes whether or . 

not particular items were, available and why.) 
B # Location Systems used in Organizing Materials, and Information 
Sources used in Locating Information (This class 
includes .such systems as the card catalog, periodical 
' indexes, the classification system, etc.) 

C. Quality *>f Materials in the Collection (This class includes such 
characteristics of materials as currency, variety, etc.) 

IH # SERVICES provided by; the library (This dimension includes all information 
and related services, exclusive of those covered in I and II«) 
A f * Hoixrs of Library Service r 

.B # Borrowing of Materials (This class includes regulations, procedures, 
' — — * eto# concerning circulation of materials*) 

C # Access to Information (This class includes information services 
accessing information not available in the library.) 
IV • PHYSICAL ENVIRONMENT of the Li brary (This dimension includes facets of 

r the library affecting its use, exclusive of I, II, III above.) - 
, ' a# Equipment *in the Library (This class includes its availability 
and condition*) 

B # physical Design of Facilities (This class includes such factors 

as lighting,, comfort \ temperature, etcOj/ 
C # I nteractions with other users ' / , • 

q D. Ration of the .Library on 'Campus 
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1 RANDOM SAMPLE OF CRITICAL FACTOR (INCIlfcNT) REPORTS'* - 

From Library Environment Critical Incident Study 
Jeffrey G. Reed 

I.D. * Description of Incident • Class Assigned 



Code 



' i>y Rater 



y 



Ak- Doing research for. a paper, and none of the books 

I needed were on the shelves. 
An- ' I* made ^special arrangements and set aside time, then 
* drove wittf ray son h hour to the T.S.C. Library/ 

• i , ' I arrived to find that it is not open on Friday 

* * .» ^ 

evenings* I was furious! ; - ' 

•j • » <■ 

An- - In doing research, I l\ave found that there^ is a veritable 
- dearth of psychology 5ournal3 f books, , etc. in 
clinical psychology. 
Ax+ I needed information of form and style for a bibliography 

"and the librarian at the Information Desk gave me 
what I needed. *K i 

Bc+ • The'Sth floor of the library was quiet, r so, J was able 

• to, study. ' / > * 

Bd- - A library staff member* in the Current Pericfcical Room 
* who had been talking loudly, laughing,* etc., was 

very rude and sarcastic when asked to be more quiet. 
Bf- A I was trying to find information in magazines", and the 
s woman at the Information Desk was very unpleasant 
when I asked for help. 
Bh+ » The lady at the Faculty Reserve desk was very pleasant 

when I needed change for the copy machines. 
Bh+; A female Information Librarian was very pleasant and . 

. helpful ^directing me toward reference boolifl . 
and finding information for flty research. * 
Bin- ,;> . tW Reserve Book Room was entirely too noisy to read. 



Bv- ^he bound . voices of magazines I needed wer* massing; 
frora* v the library. ♦ \ 
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3 - 
A 

1 " ' - ■ • Random Sample * 2 

Description of Incident ^ Class Assigned 

h " ■ * * 

"A' staff member' ift th6 T2ducatioftal.Mat«rial?s Area • * , 

.seetoed lazy, and was completely \inwilling to 

lieip me find what I needed. ' 
I found a book I neede<f for a philbsophy paper.' 
The librarian in the Faculty Reserve Room was very ^ m 

- rude, and yelled at me because t had entered * 
the room, to* return spme materials before she 
got there. - T 

Marking places are acres away from the librarj* 
I washing the Teaching* Aids on the 4th floor, and 

the person working there was very helpful and 

friendly. ' 

I returned a library book, and realized only a few, 
minutes later that I had left a test paper inside 
J the book. The female library staff member at the 
Circulation De'sk was completely unwilling to help 
• me to find the book or .the paper. 
It is frustrating to lo6k up reference's in one t>l*ce 
and then have to go to another f lpor -of the 
library to get the magazines. . 

The assistant in the Audio/visual Aids area was very ; 

* ' > .... ' 

~ rude and irritate? when HE askecT to borrow -the ^ ^ 

earphones for the Video Tape Recorder. 

I watched a film on closed circuit t.v.. * # , 

I was typing a paper, and the lights were turned off 

- a long time before closing time. 
A student assistant in the Faculty Reserve Root was 

very enttysi3l||c and helpful. 
i The library has, i dollar change machine. 
The librarian at the Information Desk gave confusing 
/ and incorrect directions for finding a bobk. , 
I took, bppks hope from the library vithout checking 

them out "at the CircnCLation Desk. x 1 
The library was closed one evening when I needed to 
do research* 

I listened to some audio tapes to prepare for an exam. 



REEU^G. 



Code 
Fk+ 

Go- 
. Gp+ 

Gu- 
Gz+ 



Gz- 

.Hd* 
Hd- 

Hj+ 
Hs- 

la+ 



l .it • v *' 



.a; 



Jd- i 
Jk+ 
jz- 
Kb- 
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Random Sarong - 3 

♦ Class Assigned 



Kd+ 



Description of Incident 

A Periodical Department staff member was helpful 

; . suggesting where to. fin? inf ormation.^ 
The copying machines were out df order.' 
A librarian at the information Desk demonstrated 
L how to use the periodical indexes. ' • 

A f eagle information Librarian was unhelpful. 
I wag. looking for sorafe magazines* and a student who 
IM neve^ihet before showed me how to use the 
Periodical Room* ; 
The bound magazines I needed were not on the shelves. 
I found the books I needed for my health paper* 
The library has a very poor and very small collection 

of books on Black Literatlxrp • 
I found the book review article I needed. 
There is a very limited variety bf magazines in the, 

library on learning disabilities in children. 
A Periodical Librarian explained procedures for finding 

magazines in the library. 
The female librarian in the Faculty Reserve Rooia insisted 
' that a book placed on reserve by a faculty member 
^ was not on reserve—even though I know it was. 
The books I needed were not on the shelves. 
One of the men at the information Desk showed me the 

Dissertation Abstracts, and how to use it» 
jwo of the articles I needed were torn out of the bound 
f /-Periodical volumes. 

Ka Information Librarian helped me to locate a specific'.* 
magazine I needed. ' 1 * 
Periodical Department staff member gave me th,e wrong.' 
information for finding * magazine. • .0 

I was fined $l t 00 for returning a took 10 minutei late • 
to the Faculty Reserve loom. Bujc it was ^nistake, » 
- sinc^ the book had* been, -loaned- out for too short a 
period, of time. ' 
The librarian at the^Srrent Periodical Desk helped me 
' .to locate a magazine I* needed. 
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^ Random Sample - 4 • 

• t • • 

v • • # 

Description of Incident ' Class Assigned 

She* copy machine was broken* 

If watched, a movie on closed-circuit t.v. Cor a class. 
two students asked the Periodical Librariajn for help 
/ in finding materials. She was very sarcastic and 

did' nothing to help. They left without being helped 

after getting ripped. (I was not involved, just 

sitting there reading, watching what happened.) 
A staff member at; the Periodical Desk helped me to find . k . 

a magazine I needed. 
I was working on a theatre project and a roan at the 

Information Desk helped me to find some reference 

materials I needed. 
I generally find the books I need. in the library. 
The Periodical Room person helped me to £ind the- magazines , 

I needed for a paper on A'ging. 
' I was trying to use the Audio Tape Recording Equipment, 

but I had never used it before and it was confusing. 
The library has some ?ood quiet places to Study. 
The student assistant in the Multi-media area was very 

helpful in locating some filmst?rips t needed. 
The Faculty 'Reserve Room was entirely too hot. . 
I was»unable to find the magazines I needed because the 

bound Periodical volumes were scattered all around 

the library. 

I. was trying to find a particular encyclopedia and the 
information Desk Librarian just sort of pointed and 
"said, ."its over there" then turned around and walked *• 
away, 'i couldn't find what I needed, and 'Couldn f t " 
find him again to ask for more hd|p. . 
1 couldn f t find a book I needed for a paper. 
. I got some very^sefia materials for a class presentation 
for; student, teaching from the vertical file in the* 
curriculum materials area. 
t The librarian at the Circulation Desk ;was very helpful 
• and placed a hold "for an overdue book checked out 
of the library. , 
Tht library isfhot# 125 



